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Vistar Night Vision Limited Quality Management System

Quality Manual

This Quality Manual has been issued on the authority of the Managing Director of
Vistar Night Vision Limited for the use of all staff, subcontractors, clients and
regulatory bodies to whom Vistar Night Vision Limited may be required to provide
such information.

Manual 2009/Vistar-Quality-Manual.doc

Manual 2009/Vistar-Quality-Manual.pdf

Issue 10.0 — October 2009

©2008 Vistar Night Vision Limited, all rights reserved

Copyright subsists in all Vistar Night Vision Limited deliverables including magnetic,
optical and/or any other soft copy of these deliverables. This document may not be
reproduced, in full or in part, without written permission.

The Vistar Night Vision Limited Quality Management System is divided into four parts.
This Quality Manual is Part 1 and describes the policies adopted by Vistar Night Vision
Limited. It defines:

= The overall Quality Management System adopted by Vistar Night Vision Limited;

= The organisation that has been developed to implement that Quality Management
System;

= The associated documentation (e.g. Quality Process, Procedures and Work
Instructions) that have been designed to enable Vistar Night Vision Limited to
carry out the Quality Management System.
The Quality Processes designed to meet these policies are contained in Part 2 and the
details of the Quality Processes and Work Instructions are in Parts 3 and 4.

Amendments

Changes in the organisation of Vistar Night Vision Limited or the environment in which
it operates, may necessitate modifications, amendments, insertions and deletions to
the overall quality management adopted by Vistar Night Vision Limited and its
associated documentation (e.g. Quality Procedures and Work Instructions). The
contents of this Quality Manual may, therefore, be altered on an as required basis. All
changes shall be following approval by the authorised person/persons and published
as updated sections of the Quality Manual.

The records of update and distribution of the Vistar Quality Management System are
to be found in the Vistar document library described in the Document control and
Document Issue sections of the Quality Procedures.
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Vistar Night Vision Limited - Quality Policy

At Vistar Night Vision Limited we are committed to providing products and services
that meet the customers’ specified contractual and project requirements.

We are dedicated to setting and achieving quality standards that ensure that the
specified requirements and reasonable expectations of our customers are exceeded.

Vistar Night Vision products have a reputation for reliability during long operational
use within harsh marine type environments.

Vistar Night Vision Limited shall develop and All members of Vistar
maintain a Quality Management System that staff are charged with
conforms to the requirements of ISO001:2008 so promoting these aims

that we can sustain consistently high quality in all
work we undertake. Our Quality Management System e .

. familiarise themselves
shall ensure that proper communication; work ) ¢
control and accounting records are generated for all with the contents o
work undertaken. this Quality Manual and
Procedures.

and are required to

All members of Vistar Night Vision Limited staff are
charged with promoting these aims and are required
to familiarise themselves with the contents of this Quality Manual and Procedures.
Everyone connected with Vistar Night Vision Limited shall be supported according to
their individual needs for personal development, training and facilities.

Total Quality Management shall be applied to every aspect of our activity and quality,
cost and time saving and improvement to process and service shall be the
responsibility of everyone throughout Vistar Night Vision Limited.

The Quality Management System, which is approved by the Managing Director, has
been adopted as a means of achieving these objectives. The Quality Manager is
responsible for monitoring and ensuring the correct and effective implementation of
Vistar Night Vision Limited Quality Management System in its entirety.

Product development will continue to ensure that Vistar Night Vision Limited remains
a leading supplier of marine night vision equipment.

Tony Ewer

The Managing Director of Vistar Night Vision Limited - 22™ October 2009
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1 Introduction

1.1 Background

Established in 1979, Vistar Night Vision Limited (VNV) is an independent, privately
owned company based in Surrey, England.

VNV design, manufacture and supply marine-tough camera systems for commercial use.
These systems usually employ infrared night vision cameras or thermal imaging sensors.

The company’s equipment is used for a wide range of marine, land and land-vehicle
based applications including navigation, collision avoidance, search and rescue, security,
environment monitoring, anti-piracy and surveillance.

VNV has a large worldwide customer base for its fast-ferry collision avoidance systems
and has type approval to the ISO16273 standard for high-speed passenger craft collision
avoidance equipment.

Vistar equipment is also used in military applications where Commercial Off the Shelf
(COTS) equipment is specified.

VNV surveillance systems are in service on HM Customs and the US Navy patrol boats
and with government agencies in other countries.

The Vistar development team are kept busy exploring and integrating new technologies
in imagers, sensors, motion control and graphics.

1.2 Scope

This Quality Manual defines:

= The overall quality policy adopted by Vistar Night Vision Limited;
= The organisation that has been developed to implement this quality policy;

= The documentation (i.e. Quality processes, procedures and work instructions) that
has been designed to enable VNV to carry out that policy.
Other than the permissible exclusions shown in the relevant parts of the text, VNV’s
Quality Manual conforms to the requirements of ISO9000:2008.

Improvements and other changes in the VNV organisation and the environment, in
which VNV operates, will necessitate modifications, amendments, insertions and
deletions to VNV Quality Procedures and associated responsibilities. The contents of this
Quality Manual may be altered on an as required basis. Changes shall be deemed
operational following approval by the authorised persons and published as updated
sections of the Quality Manual.
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1.3 Management Responsibility

The responsibility, authority and interrelation of key personnel, who manage, perform,
assign and verify work is outlined below:

Managing Director
Tony Ewer

Office Assistant
Nicola Newman/Carol Stevens

Sales Assistant
Brenda Chapman

Production Manager
David Horn

Production Assistant
Andrew Colville

Production Supervisor
Colin Newman

Production Staff

Machine Shop Supervisor
Steve Adams

Quality Manager
David Horn (acting)

Customer Support
David Stanton

In the case of positions that have no appointment, the responsibility falls to the
immediate superior.
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Managing Director
Ultimately responsible for all activities of the Company, particularly strategic and
tactical business planning and customer satisfaction. Responsibilities include:

= Business objectives, strategy and financing.

= Marketing strategy and actions.

= Relations with government, major customers, bankers and professional advisors,
media.

= QOrganisation structure.

= Policy and procedures.

= Contract and warranty conditions.

= Legal matters.

= New legislation, re pensions

= New legislation, re Health and Safety.

= New legislation, re Environment.

= Corporate PR. IMO, MCA, ISO/IEC, DERA, EU etc.

Company Secretary
Responsible for Company records and personnel. Including:
= Company records.

= Salary records and administration. (Salaries National Insurance and PAYE are
arranged by an external bureau).

= Personnel records.

= Individual Development plans.

Bookkeeper
Responsible for Financial Records and reports. Including:
= Reconciliation’s of back, debtors and creditors.
= Debtors and Creditors control, collections and banking.
= VAT returns
= Trial balance reports.
= Year end procedures.

= Taxreturns P11d, etc.

General Manager

Responsible for management of operations. Including:
= Coordination of new and special products.
=  Export Licenses.

= Coordination of major programmes
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Office Assistant
Responsible for general administration of internal office systems. Including:
= Switchboard, Post, Invoicing and Bills. Customer database.
= Order acknowledgement and records.
= Reports from accounting and database.
= Invoicing and delivery notes.
= Incoming mail, faxes and email.
= Shipping and couriers.

= Stationary and printing.

Sales Manager
Responsible for generation of orders and new business. Including:
= Tenders, quotations and follow-up.
= Order processing. Initiates Work Orders for customer jobs.
= Prospects, Sales and backlog reports.
= Database of customers, competitors and competitive products.
= Exhibitions.
= Advertising and promotional material.
= File of advertisements and pictures.

= Initiating sales (production) orders for customers.

Customer Support

Responsible for customer support and system commissioning. Including:
= Customer/Yard support for system specification and installation design.
= Logistic support, HATs, SATs, commissioning, training, service agents.
=  Warranty and out of warranty service, maintenance and support.

= Product trials and demonstrations.

Chief Engineer
Responsible for design and development. Includes:
= Product design and development
= Performance specifications.
= Drawings and parts lists.,
= Test Procedures.
= Product trials. Type Approvals.
= Camera assembly and test.

=  System test.
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Production Manager
Responsible for production build quality and on time production. Including:
= Production staff through Production Supervisor.
= Goods inward shipping and stores. Stores controller.
= Material planning, procurement and control.
= Initiating Work Orders for stock, stock purchases and subcontractors.
= Procurement database.
= System test.

= Acts as IT manager for Company systems.

Production Supervisor
Responsible for production. Including:
= Production staff training and supervision.

= Execution of Work Orders for stock.

Quality Manager
Responsible for the quality system and quality records. Including:
= ISO9001:2008 quality system standards and records.
= Customer fault reports. Factory fault and reject reports.
= Warranty faults.
= Goods returned to supplier.

= Traceability records.
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2 Quality Processes

2.1 Quality Management System

Vistar Night Vision Limited shall define and manage the processes necessary to ensure
that all project deliverables conform to customer requirements. As a means of
continually improving project performance, VNV shall establish a Quality Management
System covering the requirements of ISO9001:2008. This QMS shall be implemented,
maintained, continually improved and have the full support of top management.

VNV shall prepare procedures that describe the processes required to implement the
Quality Management System. These shall include:
= Core business processes and supporting processes;

= Quality procedures that describe the methods applied to manage the core
business process and supporting processes;

= Work instructions that describe the operating methods, practice and control of
the core business processes.

= This Quality Manual incorporates a Compliance Matrix identifying where each of
the requirements of ISO9001 has been addressed within Vistar Quality System.

2.2 Mission Statement*®

‘To be a leader in the global market for professional night vision’

Strategy
To achieve the mission the company strategy is:

= To Protect its leadership position in marine night vision for high-speed craft and
for patrol boats where commercial off-the-shelf standards are acceptable and
grow with the market.

= To Develop a modular range of products for the identified target markets that
will exceed expectations in terms of performance, ease of installation and use,
price and operating life.

= To Establish a leadership position in marine night vision for commercial vessels,
offshore installations and high value motor yachts.

= To Enter and obtain a large share of the border control, port and coastal
surveillance and military and homeland security markets.

= To Seek opportunities to sell special purpose products and components that use
core skills or resources such a fixed and vehicular land based systems, antenna
directors, etc.

= To Team with organisations such as Reading University and Qinetiq that have
complimentary skills and resources that can assist in achieving the mission.

*Extract from Vistar Strategic Plan 2007-10 Ver5
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2.3 Quality Objectives

The main objective of the VNV Quality Management System is to ensure that company
activities comply with the Quality Manual and Quality Plans and that these Quality
strategies comply in turn with the requirements of the ISO9001:2008 quality standard.

The key Quality Objectives are agreed by the management of Vistar:

Obtain new orders.
= Advance existing products.

= Generate new business using modern and traditional methods of promotion;
Internet communication, exhibition, reputation, etc.

= Investigate market requirements for mega-yachts and other target markets.

= Establish a program of market research for each product to determine product
features and verify economic feasibility.

= Prepare and implement a pro-active marketing strategy through a further KTP
programme.

= Take part in at least six exhibitions a year.
= Each new order obtained may be assessed to provide effectiveness evidence for
each marketing method.

Work with the Customer

= Offer flexible systems, services, design and manufacturing solutions in
collaboration with the client.

= Provide a comprehensive service including commissioning, installation,
maintenance and support.

= Provide help and encouragement to potential customers beyond sales.

= Visit the site or craft to asses the requirements first-hand and to advise and help
to survey the vessel or site.

Minimise in-service failures.

= Improve reliability at the build stage by extended testing of sample product,
recording and assessing failures.

= Ensure that customers’ systems are kept in good working order.
= Keep records of site visits and support communications.

= Assess and improve quality of build and quality of design.
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2.3 Core Business Processes and Supporting Processes

Invoice

Finance B
L

Improve
m Support
Develop

Pespatch

Pack

T
-
T Legal
=

Each of the above processes identifies those controls that are necessary to assure the
effective and efficient delivery of service to our clients.
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In addition to our own quality manual and procedures we follow, and occasionally need
to refer to, relevant National and EC Legislation, International Marine Organisation (IMO)
resolutions and performance standards, International Standards (ISO, IEC), industry
guidelines, and other reference material. All such materiel is controlled within our
document control procedures.

Each process has been identified as a set of clear and separate procedures that interact
to form a complete Quality System. The Processes are: -

Marketing

Vistar shall endeavour to advance existing products and generate new business using
modern and traditional methods of promotion; internet communication, exhibition,
reputation, etc. to improve Customer awareness of Vistar systems.

The processes that are followed when an enquiries and orders are received. The
procedures describe the controls that are in place to make sure that all enquiries and
orders are adequately reviewed to ensure that client requirements are clearly established
and that there are no possible ambiguities. Subsequent orders and customer
communication processes are described in the procedures:

= Pl Orders and Enquiries

= P2 Work Orders

Development
The purpose of the Development procedures is to ensure that all projects operate
effectively by providing leadership to guide the project’s overall direction and by
removing obstacles, solving problems and resolving conflicts.

= P3 Development

= P2 Work Orders

Procurement
Vistar will source parts only from approved suppliers following the guidelines described
in:

= P4 Purchasing

= P7 Stock Control

Production
The Company shall plan and identify all production and design activities and ensure
that these are carried out under controlled conditions as outlines in:

= P5 Production

= P6 Testing

= P2 Work Orders

Issue 10.0 — November 2009 XV



Documentation
The purpose of these procedures is to ensure that the documents and data that define
Vistar systems and the records kept to prove and support activities are maintained to
known status. The procedures are described in:

= P8 Document Control

= P2 Work Orders

Customer Support

Vistar shall continue to aid all customers in the maintenance of their equipment by
providing spares, repairs, maintenance and aid. The methodology followed when
commissioning a full system and any after sales service and support that is provided are
to be found in:

= P13 After-Sales Support

Supporting Processes

The processes of purchasing, finance, storage and delivery are described in:
= P4 Purchasing
= P11 Packing and Despatch

= P12 Financial

Continuous Improvement

To ensure that the agreed operating systems are followed, regular assessments of the
processes are carried out. The findings of internal audits are other methods of feedback
are reviewed in meetings and actions taken identify and resolve any discrepancies.
Vistar shall continue to monitor and document all these processes to discover and
eliminate the main causes of problems and to improve methods of production,
communication and customer relations.

= P9 Audit and Review
= P10 Training

= Pl Orders and Enquiries
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2.4 Compliance with the 1SO9001:2008 standard
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5.3  Quality policy v v
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communication
5.6 Management review v
6.1  Provision of resources v v v
6.2 Human resources, training v
6.3 Infrastructure v v v
6.4  Work environment v v v
7.1  Planning of product realisation v v v
7.2  Customer related processes v v v
7.3  Design and development v v |v
7.4  Purchasing v v v
7.5 Production and service provision v v v v
7.6 Control and monitoring of ,
measuring devices
8.1  Analysis and improvement P P
8.2  Customer satisfaction v v v v
8.3  Control of nonconforming product v v
8.4  Analysis of data v
8.5  Continual improvement v v v v
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2.5

2.6

RoHS Compliance Statement

Restriction of the Use of Certain Hazardous Substances in Electrical and Electronic
Equipment Regulations 2006.

The European Union (EU) and other foreign countries have implemented laws and
directives that prohibit the use of lead (Pb) in certain commercial electronic products.
The most visible of these is the European Union (EU) directive, Restrictions on
Hazardous Substances (RoHS).

Whilst Vistar agree with the principle of removing hazardous substances from
manufactured devices, Vistar will not scrap any component still in use. This would
defeat the environmental object of compliance.

Vistar keep a minimum stock of most electronic components, mechanical parts and
consumables such as solder. Where non-compliant stocks become depleted, they will be
replaced with RoHS compliant items where available. These purchasing restrictions now
apply for all electronic components.

Core components, such as Thermal Imagers, Image Intensifiers, Gyroscopes, etc. where
used by Vistar may not be compliant or are currently exempt.

Where RoHS compliance is specified Vistar will provide a certificate of compliance,
listing exemptions. This will be at no extra charge but may affect delivery time-scales.

WEEE Policy Statement

Waste Electrical and Electronic Equipment. The WEEE Directive 2003/108/EC aims to
raise awareness of recycling electrical and electronic equipment and encourage
designers to develop products with more efficient recycling in mind at the end of the
product life.

The limited range of electronic kit that Vistar manufacture is used as a component part
of a fixed installation under the UK Transposition of the WEEE Directive.

The Vistar policy towards recycling is that where possible we will recycle into re-use and
only recycle to scrap as a last resort.

Vistar will accept the return for recycling of any equipment that was originally
manufactured by Vistar Night Vision Limited.
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VISTAR PROCEDURES

P1

ORDERS AND ENQUIRIES

1.1 SCOPE
The need to maintain open lines of communication with the Client cannot be over emphasized. An
appropriate and timely response to all enquiries is essential in maintaining a good impression with
prospective and existing Clients.
These procedures aim to ensure that:
2 All enquiries are responded to in a proper and timely manner.
2 Order details are swiftly and accurately communicated to the Client and to the factory.
2 All parties are up-to-date with any developments relating to orders and enquiries.
2  Any Customer feedback is communicated to the factory.
2 Customer orders, genuine enquiries and related papers are correctly filed for later
retrieval.
2 All necessary dispatch paperwork is completed at the correct time.
For the purposes of these procedures the active Customer or Agent is referred to as the Client. The non-
active Customer or potential Customer making enquiries is referred to as the Customer.
1.2 CUSTOMER ENQUIRIES
Communications from the Customer must be responded to without delay. Email, letters and telephone calls
must be acknowledged when received. A standard reply may be sent while the enquiry is considered.
1.2.1 Technical Enquiry
Enquiries for night vision equipment must be directed to the Sales Manager. The Sales Manager will guide the
Customer through the options available for their specific application. The Sales Manager may ask certain
questions of the Customer to establish that the correct system and configuration for their requirements.
Documents describing existing options may be sent or transmitted to the Customer.
Requirements outside of standard product configurations must be discussed with Vistar’s production and
development personnel. It is expected that any concerns regarding the enquiry be addressed at this stage.
Decisions reached must take into account the feasibility, time-scale, costs, etc. Options will then be
presented to the Client.
1.2.2 Quotation
The Sales Manager shall prepare price quotations and delivery estimates. These will be based on the known
cost prices or on estimated cost for non-standard components. Before releasing the quotes to the Client,
these may be reassessed by the Managing Director, the Production Manager or both.
All Quotes are to be recorded in the Quotes and Enquiries table of the Vistar InaRO database.
VQA P1 Orders & Enquiries Revised: 10/2008 DRH Section P1
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VISTAR PROCEDURES

1.2.3 Subcontract work for non night vision Customers
The Production Manager shall prepare price quotations and delivery estimates. These will be based on the
known cost prices and batch deliveries. A minimum order quantity or charge may also be necessary.

1.3 ORDERS

1.3.1 Orders for Vistar night vision equipment
On receiving a firm order from the Client the Sales Manager shall raise a Work Order. The serial number of
this Work Order shall be the job number used as a reference to all further communication within the factory.
The Sales Manager shall review the details of the order to confirm the delivery requirements and requested
delivery date(s).
A request or form is sent to the Customer requesting specific requirements such as system cable lengths,
camera height, etc.
An order acknowledgment must be delivered to the Client stating all deliverable items and proposed date(s)
of delivery.
A copy of the above order acknowledgement or an order summary must be attached to the Work Order. The
Work Order is passed to the Production Manager who shall program the work into the normal production
schedule.
Any subsequently agreed changes to the Customer requirements must be documented as an amendment to
the order, copies be transmitted to the Client and attached to the Work Order.

1.3.2 Spares
Orders for spare parts must be evaluated by the Sales Manager to establish the type and warranty status of
the requested parts.
If the parts are replacements for failed assemblies, the Sales Manager should request that the faulty
component(s) are returned to the factory for investigation. However, this is not a condition of sale and the
Client is not obliged to do this.
Parts are checked for stock availability, production lead-time and price if not under warranty. Purchase
orders or work orders must be raised to replace the stock if needed.
A Work Order shall be raised stating part numbers and requested delivery date. The Work Order is passed to
the Production Manager who shall program the work into the normal production schedule.

1.3.3 Client Visits for Repair or Maintenance
Requests for visits to a system location must be directed to the Sales Manager. The Sales Manger must
determine the warranty or contract status of the equipment.
The Sales Manager shall liaise between the Client and Vistar engineers to determine the nature of the task or
fault and the best time and available personnel to carry out the task.

VQA P1 Orders & Enquiries Revised: 10/2008 DRH Section P1
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VISTAR PROCEDURES

A Work Order shall be raised stating the task and date. The Work Order is passed to the Production Manager

who shall adjust the normal production schedule to compensate for the absent staff.

1.3.4 Subcontract work for non night vision Customers

For repeat orders of standard items, the Production Manager shall raise a Work Order and program the work

into the normal production schedule.

An acknowledgement is sent to the Customer. This acknowledgement is a blue form; the second part of the

Work Order set and therefore contains an exact copy of the Work Order as written.

1.4 CUSTOMER FEEDBACK

1.4.1 Comment and Assessment

Negative customer feedback is recorded on the Vistar InaRO troubleshooting database. Any action to be

taken is agreed on and directed as an action to the appropriate Manager.

Issues raised by the client of a minor nature or a request for information can be dealt with directly by the

Sales Manager in consultation with the appropriate personnel and the database.
Customer feedback forms may be issued via email or sent out with systems and spares.

The Sales Manager shall compose a response to the Client if required.

1.4.2 Returns for repair or maintenance

Vistar Customer returns for maintenance or repair must be directed to the Sales Manager. The Sales Manager

shall raise a Work Order for the investigation, repair or rework as appropriate.

If notified by the Client prior of the return of an item, a Work Order shall be raised before the item is
received so that the investigation and repair may be programmed into the normal production schedule. The

serial number of this Work Order shall be passed to the Customer as a returns reference number.

1.4.3 Warranties

The standard warranty period is one year from delivery. This as quoted in the Vistar Standard Conditions of

Sale document.

An extended warranty period may be agreed by contract in which case the Sales Manager must verify the

warranty period of any returns.

1.5 FILING

Files shall be created for specific Customers or projects. It is likely that information will be found in either a

Customer file or a project file, or both.

Incoming and outgoing Customer correspondence including notes of telephone discussions and meetings

and delivery details shall be retained in these files.

The Customer order, copies of the relevant quotations and cost sheets shall be placed in the Customer or

project file.

VQA P1 Orders & Enquiries Revised: 10/2008 DRH Section P1
issue 13.0 Master last printed: 18/7/10 Page 3 of 39




VISTAR PROCEDURES

Past emails should be retrievable from computer files or backup. Email correspondence, if of contractual

importance should also be printed and filed.

The orders must be logged onto the computer database together with invoicing & delivery information.

As a part of Production and Stock Control, the Production Manager must enter all work Order details into the

stock control database. This is a further information resource.

Customer feedback is filed by the Sales Manager.

1.6 DESPATCH

Where necessary the Sales Manager must submit an application for an export licence and any other

documents required by law in time to meet delivery dates.

The Sales Manager must verify that the dispatcher is aware of all the documents that must accompany the

shipment.

For repairs and other returned items the Sales Manager must declare the items to Customs as repaired or

replaced goods. A clear stamp shall be used on all paperwork and packaging.

VQA P1 Orders & Enquiries

issue 13.0

Revised: 10/2008 DRH
Master last printed: 18/7/10
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VISTAR PROCEDURES

P2

2.1

2.2

WORK ORDERS

SCOPE

The Work Order is the controlling document for all production and development activity within Vistar. Its

serial number is the main number that is used in all areas of activity:

q

Sales

q

Reworks

q

Installation and Maintenance

q

Development

q

Test EQuipment

q

Factory Maintenance

The Work Order number is required for reference when carrying out:

q

Production

q

Stock Control

q

Invoicing

This procedure covers the generation and handling of all Work Orders.

GENERAL

It is important that no work is carried out without a Work Order and that the Work Order number is to

be referred to on any documentation that relates directly to that Work Order.

A Work Order may create requirements for more Work Orders to divide the job into more manageable parts.
These lower level Work Orders must contain a reference to the serial number of this top-level Work Order as

the Job number.

If known, the ‘Requested date’ must be entered. This date must give reasonable time to produce the work.
An open ended or backdated Work Order cannot be processed. ‘Urgent’ or ‘ASAP’ may be used but ‘ASAP’

may result in the order being overlooked or scheduled too early to the detriment of other projects.
The appropriate Manager must sign the Work Order.
The Production Manager must ensure that all Work Order details are entered into the stock control database.

Papers issued to, and generated by each job shall be kept together with the Work Order card or carry the

Work Orders’ serial number.

Production jobs may be issued with a green job folder to carry the Work Order card and associated papers.

The folder must accompany the main part of the job and be accessible to all persons involved in the job.
Papers may be attached to the Work Order card or kept together with the Work Order in a green folder.

Work Order cards may not be stored in any filing system other than the green folder and the storage for

completed Work Order cards.
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2.3 NIGHT VISION RELATED SALES AND SPARES
Work Orders raised by the Sales Manager are regarded as top level Work Orders for which lower level Work
Orders may be generated by the Production Manager, each of these must refer to the serial number of the
top level Work Order number as the Job number.
The Sales Manager shall pass the Work Order to the Production Manager together with a summery of the
parts and work required plus other applicable documents (such as specifications, drawings etc.)
Further details or late information must be verified and attached to the Work Order.

2.4 REPAIR AND MAINTENANCE

2.4.1 Returned Components
The Sales Manager shall prepare the Work Orders for repair and maintenance of retuned night vision related
components. The Work Order must be issued prior to the commencement of work.

2.4.2 Client Visits
The Sales Manager shall prepare the Work Orders for site visits to repair and maintain night vision related
systems. The Work Order must be issued before Vistar engineers begin to prepare for the visit.

2.6 SUBCONTRACT WORK FOR NON NIGHT VISION CUSTOMERS
The Production Manager shall prepare the Work Order. Lower level Work Orders may be generated by the
Production Manager, each of these must refer to the serial number of the top level Work Order number as
the Job number.

2.7 DEVELOPMENT

2.7.1 New Projects
Work Orders for development of new products are to be written by the Sales Manager in conjunction with
the Managing Director and Development Manager when the project reaches a stage where work can begin.
The Development Manager or Production Manager may decide that lower level Work Orders are necessary to
divide the job into manageable parts, each of these must refer to the top level Work Order as the Job
number.

2.7.2 Existing Products
Work Orders for improvement of existing products may to be written by the Production Manager, Sales
Manager or Development Manager with the approval of at least one other of these parties.
Work Orders for research into the replacement of major obsolete components may to be written by the
Production Manager or Development Manager.
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2.8 BLANKET ORDERS
Work Order may be written to cover a set period of time spent against a single job. Blanket Work Orders can,
for instance, cover machine shop or production time spent against a development project, ongoing research,
building of test equipment, etc.
The decision to use a blanket Work Order shall be determined by the Production Manager or Development
Manager as appropriate.
All blanket Work Orders on which work has been done, must be closed before the end of the financial year
so that their cost can be evaluated.

2.9 FACTORY MAINTENANCE AND RELATED TASKS
Work Orders must also be written for major factory maintenance tasks or other tasks to which factory time
and resources are used. This does not include general tidying and cleaning.
These will normally be written by the Production Manager and must be signed by the Managing Director.
Typically a blanket Work Order will be written to cover general maintenance tasks for one year.

2.10 STOCK
The Production Manager checks the stock levels to determine any stock requirements for the manufacture or
purchase of piece parts and assemblies.
Work Orders for units, sub assemblies and systems for stock shall be written by the Production Manager.
Work Orders for Vistar-made mechanical parts and machine shop items may be written by the Production
Manager or appointed deputy, the Production Supervisor or The Machine-shop Supervisor. The Production
Manager shall approve these Orders.

2.11 OTHER JOBS
Work Orders for any other tasks, i.e. special test equipment, trials, exhibitions, demonstrations, etc. must be
agreed to and signed by the Managing Director.

2.12 PROCESSING

2.12.1 Distribution
Where applicable, the Production Manager will add the job number and a Sales Order Number to the Work
Order form.
The Production Manager will enter the Work Order details into the stock control database.
The Production Manager splits and distributes the Work Order set as follows:
2 The white copy shall be passed to the accounts office and filed in number order as a

record of order status and value. Any invoices will be recorded on this sheet.
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q

The blue sheet, where appropriate, shall be given to the Customer, the Sales Manager or
the Development Manager as an acknowledgement of the order.

q

The green shall be held by the Production Manager and filed in order type and number
sequence as a printed reference to open jobs.

q

The yellow card shall be retained by the Production Manager or handed to the department
or individual who is to carry out the task.

The single-part Work Orders for Vistar-made mechanical parts and machine shop items shall be handed to

the department or individual who is to carry out the task.

2.12.2 Production Planning

The Production Manager or his authorised deputy checks the stock levels to determine any further build

requirements and schedules the production.

The Production Manager determines when the job is to commence based the current production situation,

need for the assembly and availability of parts.

2.13 CLOSING
The Production Manager shall decide Job completion. The Production Manager must ensure that all tasks
related to the job are completed before closing the Work Order.
The Development Manager must sign the Work Order outside of the completion box to indicate that the
development of that part of the job is complete.
Upon completion of the job, the details shall be entered into the stock control database. The yellow copy of
the Work Order form shall then be signed and dated by the Production Manager. It must then be passed to
the Office Manager for invoicing.
A Work Order part-finished may be handed to the Office Manager for invoicing. It must then be returned to
the Production Manager for further processing.
Where the job is chargeable, the Office Manager shall invoice the job and enter the invoice details on the
white copy of the Work Order.
The yellow copy of the Work Order shall be filed the production office in number sequence.
Where subcontract processes are in progress the single-part Work Order cards shall be stored in an Orders
file in the stores office. The completed single-part Work Orders shall be filed in the Stores Office in number
sequence.
The green copy of the Work Order shall be filed in the production office number sequence they may also
contain references to the test records.
VQA P2 Work Orders Revised: 05/2005 DRH Section P2
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P3

3.0

3.1

3.2

DEVELOPMENT

GENERAL

The following procedure by no means represents a hard and fast set of rules for development. The current
situation is that Vistar has no development department as such. Design changes are carried out by the Vistar
team with the help if subcontractors and is driven by customer feedback or upgrade needs due to
component supply changes. All team input is welcome and will be considered but may not be recorded or

acted upon.

SCOPE

The purpose of these procedures is to ensure that all projects operate effectively by providing leadership to

guide the project’s overall direction and by removing obstacles, solving problems, and resolving conflicts.

While these procedures impose requirements and constraints on the operation of the development team, the
procedure does not describe the internal operation of the team, which is governed by the project

requirements.

These procedures aim to ensure that:

q

Product requirements for new development projects are unambiguous.

q

Changes to product requirements are correctly circulated.

q

Development projects do not deviate from design specifications.

q

Designs are reviewed or verified periodically to ensure that the product requirements are
met.

q

Designs are validated prior to first production release.

q

Any design change after validation is reviewed, re-verified and re-validated.

NEW DEVELOPMENT PLANNING

New development may be brought about by:

q

Market forces.

q

Customers’ requirements.

q

Ideas put forward by Vistar personnel.

q

Imminent component obsolescence.

The Managing Director, with all available management representatives and subcontractors will hold meetings

to discuss proposed new product development. Decisions reached must take into account:

q

Feasibility.

q

Time-scales (often influenced by long-delivery items).

q

Cost and size of investment required.

q

The skills and availability of personnel.

q

Existing projects that may affect or be affected by the new project.

As a decision is made to proceed with a project a Work Order shall be raised and processed. The target date

for validation must be entered as the requested date.
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3.3

3.4

3.5

3.5.1

DESIGN INPUT

Stages of development shall be discussed with the appropriate internal management representatives and

subcontractors whom must ensure that written records are retained.

The design specification shall be prepared based on the agreed product requirements. This design
specification shall be issue controlled according to the document control procedure and work instructions.

Superseded copies of design specifications will be kept on file and clearly marked as superseded.

The design specification must identify the input requirements of the project including:

q

References to any applicable statutory and regulatory requirements.

q

The Clients’ requirements.

q

The main elements of the project including proprietary, high cost and long-delivery items.

A programme of work should be prepared, depending on the scale of the project. The programme of work

should be routinely monitored, updated with document issue control and reviewed as the design evolves.

For projects that involve several elements, the work must be divided into manageable work packages each
having its own sub-Work Order. This identifies the activities to be carried out within the design and

development process and those persons responsible for progressing particular aspects of the project.

During the design process the appropriate personnel shall document and record any deliverables. These
include calculations, estimates and sketches that may be required internally or by the Customer for costing,

evaluation, manuals, etc.

The design spec and program of work must be issued to all involved departments.

SUB-CONTRACT DEVELOPMENT

A purchase order shall be raised for the sub-contractor and a work order to cover, where applicable, the

aspects of the job performed by Vistar such as:

q

Design proving

q

Test

q

Documentation
The job number shall be used as the purchase order number reference.

Control of the design is the ultimate responsibility of Vistar Night Vision. All part numbers created for the

product or sub-assembly shall be generated according to Vistar procedures.

DESIGN OUTPUT

Output to Production

The following items shall be provided for production use:

2 Sufficient information to produce working production samples where required. The sample
shall represent a production unit but is preferably not a showable or saleable item.

2 Sufficient component sourcing information to build parts lists into the stock control
database.
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2 Component drawings, assembly drawings and circuit diagrams.

When the drawings and development parts lists have been used in production or entered into the stock

system, normal stock control and document control procedures shall apply.

Sufficient information and training shall be provided to production test personnel to enable the independent

testing and evaluation of the finished assembly.

3.5.2 Documentation

Sufficient documentation and information shall be provided to enable the independent publication of

installation, operation, maintenance and servicing user manuals.

3.5.3 Software and Data

The Development Manager is responsible for producing, regulating, documenting and compiling the software
source code used in certain production systems. The code must be made available for programming

specified memory devices at the time of test.

3.5.4 End of Project

At an appropriate point towards the end of development of each project or work package, remaining

information must be gathered, sorted and filed or discarded.

The Development Manager shall sign the Work Order to indicate completion of the development stage and

submit the Work Order with costs to the Production Manager.

Information that presents duplicate or conflicting data must be resolved and the loose ends discarded. Valid

data shall be stored together in archive project files.

The files shall be kept at least for the lifetime of the product (including servicing, maintenance and repairs).

The files include copies of notes taken during production and testing.

3.6 DESIGN PROVING

3.6.1 Progress

Meetings will be held at the start of the programme and at relevant milestones in the programme to discuss

progress and schedule Design Review and Verification.

3.6.2 Review

Design Reviews shall be performed at different stages of design by means of:

q

Discussion

q

Comparisons

q

Auditing

The outputs of design and development shall be in a form suitable for verification against the original or

agreed revised requirements arising from the review.

The schedule for design reviews shall be decided during the progress meetings.
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3.6.3

3.6.4

3.6.5

The Design Reviews shall identify and anticipate problem areas and inadequacies, and initiate corrective

actions.

Verification

After a number of Design Reviews, Design Verification shall be carried out at appropriate stages of the

development by means of:

2 Test

q

Calculation

2 Demonstration or otherwise.

The Design Verification shall determine and document whether and how the design output meets the target

specification or design input and continues to comply with all requirements.

Test programmes including testing procedures, testing environment and acceptance criteria must be clearly
defined in collaboration with Vistar production Test Engineers. The designers must not carry out the

Verification tests.

Validation

Prior to scheduled project completion a Design Validation shall be carried out by means of:

2 Test

2 Fault or risk analysis.

The Design Validation will take place at product trials using a representative sample of the product. This is
often the first off production model. Further Validation must take place in the proposed usage environment

and a report produced outlining the scope and results of the trial.
Validation must be done just before releasing the final design and no design change can be done after.

Where needed, the programme of work shall be revised by following change procedures.

Completion
If design changes are carried out after validation, the Review, Verification and Validation must be repeated.

A design verification document is updated with any verification measurements and records of agreed

changes.

Review meetings take place to approve the product for production and update the manufacturing data files.

Any changes to the design are passed to production.

The Production Manager signs off each Work Order when the product development is at a stage where full

production can proceed.

Production of the first items may begin during the development of other modules in the project. These items

are still subject to change during the development period.
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3.7

3.8

FURTHER DEVELOPMENT

Modifications of production practices shall be undertaken by, or approved by the Production Manager taking

into account the intended form, fit, function or reliability of the design.

The Production Manager undertakes minor technical changes and modifications at his own discretion. All
functional changes (from the users point of view) or which impact upon the original specification require

appropriate control as follows:
All technical developments are undertaken by the Production Manager or with his specific approval.

In-production modifications must not be submitted to the drawing office for issue until the change has been

verified. This usually means after the item has been built and tested.

Where a Customer has specifically requested alterations to an existing project, a Work Order is completed

and processed by the Production Managers.

Items in the development feedback log, if quickly resolved, may be noted and closed out without further
action, or a Work Order may be raised. The log is reviewed at the development/production QA meetings for

any remaining issues that may require development planning.

Any other design changes or modifications are recorded and approved by authorised personnel prior to
implementation. Where a change effects the design specification, the design specification must be up-issued
and communicated to the customer.

Modifications must be approved before further production. Document changes shall take place after the

production modification has been validated.

FEEDBACK

Design deficiencies may only become apparent when the product is installed or has been in use for some
time.

Any upgrades or modifications resulting from review of installed customer systems must conform to the

expectations of the customer.’

Any upgrades or modifications resulting must be reviewed to ensure that existing systems remain

compatible or upgradeable without significant impact on the customers’ operations.
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P4

PURCHASING

4.1 SCOPE
These procedures aim to ensure that:
2 All suppliers are approved.
2 Changes to suppliers’ information are accessible.
2 All external orders are approved.
2 Stock materials are ordered and received by the use of a Purchase Order.
2 Responsibility for expensive items is not left to minor purchasers.
2 The Management is aware of amounts being spent on supplies.
4.2 SUPPLIER APPROVAL
Vistar will purchase materials only from the list of approved suppliers unless otherwise specified by the
Customer.
The stock control system hold a complete list of suppliers and any comments on suppliers’ performance.
The stock programme automatically records the dates of entry of new suppliers.
Suppliers that are proven by past performance to be able to provide the parts required at an acceptable
price, in an acceptable time frame at acceptable quality levels are approved.
New suppliers are added to the approved list by consideration of:
2 Registration or approval to a third party quality standard.
2 Approval to another recognized quality system.
2 Historical or track record.
2 Replies to a company questionnaire.
2 Audits by the company of the suppliers’ facilities, procedures, capability and systems.
2 Samples submitted by the supplier.
2 Only source available.
Major supplier problems and approvals are discussed and recorded in management and quality meetings.
4.3 PARTS PURCHASED FROM A SUPPLIER
The purchaser shall complete a Purchase Order form for all bought-in parts and services. An approved
purchaser must sign the Purchase Order form before sending to the supplier.
For stock parts, the purchase order details must also be entered into the Alliance stock control database. The
printed order from Alliance may be sent in preference to handwritten copy.
The Alliance copy may be used to obtain details of price and delivery if clearly marked as a ‘Request for
Quotation’. Which is then sent as ‘Order Confirmation’ when all details are entered.
The Alliance copy must contain contact details of the sender. This is entered as a memo.
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This results in two copies of the purchase order, one handwritten and one in the Alliance database. Each has its own
purpose. The handwritten order is a portable reminder to purchase and may be processed before the parts are
formally, if ever, entered into Alliance. The Alliance copy must eventually contain all details of the order and be fully
processed. There must always be a hand copy of stock orders but the Alliance order is only for stock parts.

A supplier may query an order that contains the words ‘Purchase Order’ and ‘Request for Quote’. That compels some
suppliers to contact us and verify the details. Only send these is you intend to purchase from this supplier regardless
of the quote.

The Accounts Manager will determine a limit for approval of large purchases. Any Purchase Orders totalling
over this amount per line item must be agreed and counter-signed by the Accounts Manager or Managing

Director before the order is placed.

Large orders for expensive, single source items and items requiring legal licence shall be under the direct

control of the Managing Director or appointed deputy.

The order shall be forwarded to the supplier by:

2 Telephone.

2 Fax. If the fax machine does not automatically mark the document (usually a feint pink
stamp), a ‘Faxed’ stamp should be used on each page.

2 Email. The only evidence that the order was sent will be in the email history of the sender.

2 Post. A copy of the order will be kept.

2 By Hand.

Details should be entered onto the handwritten purchase order and into the stock control purchase order. A
contact name or reference number must be requested if necessary and the method and date of each

communication made clear.

The lead-time determines the date for delivery and this is also recorded in the stock control data. This will

be verified by the supplier and the lead-time adjusted if necessary.
The price of the item(s) must be written on the purchase order when known.

Any extra data or changes to changes of address, telephone numbers, contact names, etc. must be entered

into the stock control system.
The Purchase Order forms must be distributed:
2 The yellow copy of the purchase order shall be held in the outstanding orders holder in

the stores office in alphabetical order along with any other relevant paperwork for the
order.

q

The pink copy must be passed to Accounts.

q

The white copy is intended for the supplier but is often surplus to requirements and is (or
a copy is) retained by the appropriate department head as an extra record.

4.4 PARTS PURCHASED FROM A SUBCONTRACT SUPPLIER
Materiel, drawings and other documentation that is to be sent to the subcontractor must be listed on the
purchase order or attached list. Drawings and documents are issued according to the Document Control
procedures. Faxed drawings and documents are date stamped as faxed.
Material that is to be sent to the subcontractor must be properly protected for despatch.
The unfinished items that go to make up a finished part must be booked in to stock before they can be
booked out against a purchase order. Packing notes should be printed from the database to identify each
part to the subcontractor.
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4.5 PROGRESS

The Stock controller will follow up orders periodically to ensure that the parts will arrive by the required

date.

It will be necessary in most cases to ‘chase-up’ orders that are due or overdue. The result of this, i.e. the new

delivery date, must be added to the handwritten purchase order, dated and initialled.

4.6 RECEIVING

Delivery Notes and Certificates of Conformity are stored in the stores office. Invoices must be sent to

accounts for payment. Safety datasheets are stored in a folder in the chemicals store.

Parts are booked in against their purchase order and distributed as required:

2
2 Into stock.
2
2
2 For repair

To shortages on work in progress.

To the person or department that placed the order.

To the ‘Finishing’ store for further processing.

Parts returned for rework/repair must be notified to the Sales and Marketing Manager who will raise a work

order.
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PS5

5.1

5.2

5.3

PRODUCTION

SCOPE

These procedures aim to ensure that:

q

All new instructions to production relate to internal Work Orders.

q

All papers related to a job are kept together.

q

All required information is available to Production staff when needed.

q

All required equipment is available to Production staff when needed.

q

All required materials are available to Production staff when needed.

q

All assemblies and materials are correctly identified.

PRODUCTION ASSEMBLY WORK ORDERS
Work Orders are issued to production with their green folders containing the kit list and a bill of materials.
All papers related to each job must be kept together with the Work Order in the green job folder.

The Production Supervisor shall plan the production in order of priority and oversee production with regard

to the production information that is supplied to him by the Production Manager.

The Production Manager will decide the quantity to be made for each batch. This may be more or less than

the original total work order quantity depending on time allowed and stock levels.

The Production Supervisor, with due regard for any related training needs, shall allocate the task of kitting

and assembly to the appropriate members of staff for completion.

Additional information: drawings, circuit diagrams, kit lists, etc. must be issued by the operator and added

to the folder as required.

All assembly must begin and end with a clean working area containing only the parts and equipment needed

to carry out the job.

During production the engineer liaises with the Production Supervisor who monitors the progress of each

stage of the work.

The member of staff performs the task with due reference to the specific technical information provided by

the Production Supervisor and/or contained in the folder.

Time taken for each task is entered on the Work Order card.

COMPONENT WORK ORDERS

The Work Order card is passed to the Machine Shop Supervisor or Production Supervisor together with any

relevant drawings, specifications, modifications or manufacturing requirements.

A summary list is available from the stock control system when required.
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The Supervisor undertakes the jobs according to the priority level determined by the Production Manager

with due regard to the availability of reso urces.

Time taken and material costs are entered on the Work Order card.

5.4 DEVELOPMENT WORK ORDERS
A Periodic Work Order may cover a set period of machine shop or production time spent against a single job.
The order would commonly cover one period of work and be signed off at the end of the period to be
replaced with a fresh order as necessary.
A time, day(s) or weekday may be set aside for work on development jobs depending on available time and
on machine -shop loading. This is excluded fro  m the available production time.
The Machine Shop and production Supervisors will be directly involved in the design and buildability of new
items.
5.5 ASSEMBLY
A blue tag must be attached to each unit being assembled identifying the unit and the part numb er and
serial number of each module and sub ~ -assembly.
The assembly of printed circuit boards or other assemblies that involve static sensitive devices must be
carried out using appropriate static protection controls. The minimum requirement is that an eart hed bench
mat and wrist strap be employed.
Afte r assembly , PCB’s will be submitted for inspection and testing.
5.6 COMPLETION
The member of staff must complete the ‘operation’ section of the Work Order form this must include the
time taken and the quantity worked on.
The completed task is pass ed to the test department together with the green job folder.
Items tested will be returned to Production for completion and packaging.
Upon completion of Work Orders the part(s) are returned to the Stores Office together with the completed
Work Order card .
5.7 EQUIPMENT
The Machine Shop Supervisor and Production Supervisor are responsible for maintaining all tools and
equipment in good working order.
The Machine Shop Supervisor holds the manuals relating to the milling machines, lathes, etc., which may
inc lude the manufacturers, recommended maintenance schedules, which are followed if applicable.
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P6

6.1

6.2

6.3

TESTING

SCOPE

These procedures aim to ensure that:

q

Test staff are notified when items are ready for test or inspection.

q

All products manufactured work satisfactorily and conform to required specifications.

q

All required information is available to Test staff when needed.

q

All required equipment is available to Test staff when needed.

q

Tested items are uniquely identified and traceable.

q

The status of items before, during and after test is known.

q

Status of measuring equipment is known. |

RECEIVING

The work order form will specify the items to be tested. This generally kept in the green job folder and is to ‘
accompany the job. Where batch testing or production testing is necessary this folder will be kept with the

main part of the job and shared between the production and test areas.

The green sheet and/or work order folders are passed to the test department to notify that the items are

ready to be tested or inspected.

The Test Engineer prioritises the work in liaison with the production supervisor and the production

manager.

The test engineer will issue additional information; test specifications, circuit diagrams, test record sheets

etc. as required.

PREPARATION

The Chief Test Engineer is responsible for the production, issue and control of the test specifications and

acceptance paperwork.

All test specification masters are to be held in the document library and issued to the job according to

normal document control procedures.

The Test Engineer shall verify each function and parameter of the items under test according to its written

test specification, circuit diagram or data provided by the Development and Production Managers.

The Test Engineer shall ensure that the written test specifications, acceptance forms and circuit diagrams

remain appropriate to the current issue of the item under test.

The Test Engineer shall allocate and record appropriate and unique serial numbers for each item. The Test

Engineer must fix the corresponding serial number onto the assembly prior to testing.

VQA P6 Testing Revised: 08/2009 DRH Section P6

issue 10.0

Master last printed: 18/7/10 Page 19 of 39




VISTAR PROCEDURES

6.4

6.5

6.6

6.7

TESTING

The Test Engineer shall carry out a brief visual inspection looking for quality problems and any obvious

errors before commencing with the physical tests.

The various tests must be carried out in accordance with the test specification and recorded sequentially on
the acceptance form verifying that the results are in agreement with the parameters stated on the test

specification.

The Test Engineer signs and dates the acceptance form or module column as all tests are successfully

completed for each module or unit.

Identification labels containing the Work Order number and the module issue number (if applicable) must be

placed on each assembly only after acceptance.

The completed acceptance forms shall be checked, signed-off and filed by the QA Manager after the job is
fully completed.

SYSTEMS

Systems will be set up and tested prior to despatch in a Factory Acceptance Test (FATS). The systems will be

optimised to work together as a system and settings adjusted to match the Customers’ requirements.

Unit type and serial number information for each unit that comprises the system must be recorded on the

system acceptance form.

The Test Engineer shall connect the units together on a system test bench following a connection diagram

appropriate to the system under test.

CUSTOMER ACCEPTANCE

The Test Engineer shall sign and date the acceptance form after all system tests are successfully completed.

An independent Test Engineer, i.e. not the original tester, must verify the Factory Acceptance Test by
inspecting and testing the system. The system cannot be despatched until this is done and the acceptance

form has been signed and dated on behalf of the Customer.

The Customer may request that a representative be present witness the factory test. The Customer

representative will also sign the acceptance form.

NON-CONFORMANCES AND REWORK

Where the results fall outside of the stated acceptance parameter, the part under test and the test
specification must be examined to determine whether a failure has occurred or if the test or design

parameters need adjustment.

Where the results identify an assembly, component problem or fault the Test Engineer shall affix a red tag to

the part describing the problem and return the unit or module to production for amendment.
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The Test Engineer must advise the operator or Production Supervisor where a minor production problem is

noted. The matter shall then be re-worked and re-tested.

All faulty modules or units must be repaired before the Work Order can be completed. These repairs must be

carried out as part of the production Work Order job.
The test results and any major problems are noted on the appropriate acceptance form.

Any significant problems must be recorded in the development feedback or production logs for review at the

next quality review meeting.

6.8 COMPLETION

The Test Engineer completes the ‘operation’ section on the Work Order form, including the time taken and

the quantity worked on.

The Work Order, the completed acceptance forms and all other related papers are returned to the green job
folder.

When all test and production tasks are complete, the job is passed on to the stores for packaging and

storage or despatch.

The green job folder is passed to the Production Manager who inspects and signs the acceptance forms.

These will be filed in the document library.

The bottom section of the green Work Order form is completed as appropriate. The Production Manager files

these forms in numerical order.

The Work Order is signed and dated and the job, or part of the job, is completed on the Stock control

database. The yellow Work Order, when complete is passed on to the accounts department.

6.9 CALIBRATION

The production Test Engineer arranges and maintains the calibration records for all reference equipment

that is externally calibrated.

All other working measurement equipment must be checked against the reference equipment whenever

needed.

The Test Engineer must ensure that the calibration status of the equipment used in any test is known. Either
calibrated, verified or both. The equipment used and the test dates are recorded on the acceptance forms

and may be cross-referenced against the calibration records if necessary.
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P7 STOCK CONTROL

7.1 SCOPE

These procedures aim to ensure that:

q

Loss, damage, deterioration or incorrect movement of materials is prevented.

q

All stock parts are received, processed and issued through the stock control database.

q

Items issued from and received into stock are accounted for.

7.2 RAW MATERIALS

Certain raw materials are held in the machine shop stores and production areas. The Machine Shop and
Production Supervisors place orders for additional stock directly or via the Stock Controller using a yellow

Purchase Request form.

Machine Shop raw materials are colour coded for identification purposes by the Machine Shop Supervisor

according to the colour code chart held in the material store.

These raw materials shall be recorded on the stock control program as part number O (zero) and counted in
£0.01 units. This enables the cost of assemblies to be calculated without having part numbers and stores

control for all kinds of raw materials.

7.3 RECEIVING PARTS

Incoming parts required for production are received into the appropriate place on the stock control

database. Either as a purchase order or a Work Order.

Items must be verified against the purchase order or Work Order, the suppliers’ delivery note and drawing, if

present.

Any information on items received must be written on the Purchase Order (yellow copy) including quantity

received, date received and signature or initials of the receiver.
Any information updates on deliveries are recorded on the yellow copy of the purchase order.

Invoices, if received with the goods, are passed to Accounts. Delivery Notes, C of C’s, etc. are filed in the

stores office. The completed yellow copy of the purchase order is filed in numerical order.

7.4 GOODS-IN INSPECTION

Incoming goods and parts and assemblies made in-house are received into the goods-in area. The receiver

must undertake a minimum visual receiving inspection to ensure that the goods and quantities are correct.

The Stock Controller signs the stores copy of the purchase order and the suppliers’ delivery note to confirm

the receiving inspection has been carried out satisfactorily.

Parts that are made-to-order, are only source available or have a history of unacceptable supply are subject

to a goods-in inspection and testing by the technical staff, Quality Manager or appointed delegate.
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7.5

7.6

7.7

The receiver or inspector shall attach a red tag where received goods are incorrect or visibly damaged.

STORAGE

The Stock Controller shall ensure that the locations and quantities of all items are correctly recorded on the

stock control system.

The Stock Controller shall ensure that all items are stored in a place appropriate to the storage and handling
requirements of the items.

The Stock Controller and Production Supervisors shall monitor production consumable items in stock or
buffer stock, to detect possible deterioration. If found to be out of date or unusable, compounds and

sealants are destroyed or removed from the factory as necessary.

WORK ORDER KITTING

When a Work Order Kit List is generated by the stock control system, the parts are considered issued from
stock and must be physically issued or un -kitted straight away. No other stores activity can take place
while this is being done.

Shortage lists are printed from the stock control system and used to order and progress any remaining short

delivery items.

The kit list is placed in the green job folder together with the yellow copy of the Work Order and the

shortage list.
The job folder is passed to the Stock Controller for kitting as per the Work Order kit list.

Any items on the kit list that do not agree with the actual stock must be investigate d, ordered or progressed

as appropriate. Over -issued items must be returned to stock.

As shortages are received, the parts are issued, again via a Work Order Kit list. The parts and kit list are

handed to the Production Supervisor to add to the kit box.

REQUISITIONS

Should it be necessary to obtain further parts from stock, including stock packaging, a blue Materiel

Requisition form must used. This must be submitted to stores for processing on the same day.

Material requested that has a stock part numbe r but is out of stock must be purchased and entered into the

Stock control database as a new part.

Where the part required does not have a stock part number and needs to be purchased from an external

supplier, a yellow Purchase Request form must be used.

Materiel received that does not have a Vistar part number, including that requested using a yellow Purchase
Request form, need not be recorded on the Stock control database unless a request is made to assign new
part numbers to the items.

Where a partis to be purchased the Stock Controller completes a Purchase Order form.
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Both requisition forms have a ‘Received’ box that must be signed by the person receiving the parts.

Items may be returned to stock via a blue Materiel Requisition form using a negative amount against the part

quantities to indicate that it is an addition to the stock level.

7.8 STOCKTAKING

Anomalies in stock levels must be reported and investigated as they are observed.

From time to time a stock take may be requested. A list of part numbers will be produced for re-counting.

No other stock transactions may take place while this is being done if it involves the stock that is being

counted.
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P8 DOCUMENT CONTROL

8.1 SCOPE

The purpose of these procedures is to ensure that:

q

The documents that define the Vistar Quality Management system are maintained to a
known status.

q

The documents and drawings that define Vistar systems are maintained to a known status.

q

The records kept to prove and support activities are maintained to a known status.

q

Documents and drawing are easily distributed and recorded.

q

Drawings and documents used in production are up-to-date.

q

Drawings are generally treated with the same approach as other documents.

8.2 THE QUALITY MANUAL AND PROCEDURES

A master copy of the Quality Manual w ith all the Procedures and instructions shall be maintained by the

Quality Manager and made available for controlled issue.

Issues of parts of the Quality Manual and the Procedures shall be recorded on Document Issue Record Sheets

kept within the master Qu  ality Manual folder.

All people or organisations that have received printed or electronic copies of Quality system documents shall

be recorded on the corresponding Document Issue Record Sheet.

The Quality Manager shall review all considerations for amendme nt to the Quality Manual or Procedures.

Amendments will be submitted for review by agreement with involved managers or at Quality Meetings.
Superseded issues of the Quality Manual and procedures are available as reference to the updates.

Recent changes to Procedures and instructions are highlighted in slightly larger text.

8.3 WORKING DRAWINGS AND DOCUMENTS

Master copies of all working drawings, manuals and instructions shall be held in the document control area

and made available for controlled issue.
All master drawings must bear a hand signed ‘checked’ box.

Controlled documents include the following:

2 Design and Product Specifications
2 Mechanical drawings of single parts made internally or by subcontractors.
2 Mechanical assembly drawings of sub-assemblies or complete assemblies.
2 Circuit diagrams
2 Test specifications and record sheets
2 Work instructions
2 System documentation (Owners Manuals, etc.)
2 Wiring Schedules
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Each of these document types is recorded in a Document or a Drawing Issue Record Sheet for each document

number.
Issues of drawings shall be recorded on the Drawing Issue Record Sheets kept in the document control area.

Issues of other controlled documents shall be recorded on the Document Issue Record Sheets kept in the

document control area within the corresponding master document folders.

Up-issues and suggested changed to each document and drawing shall be recorded on the corresponding

Document or Drawing Issue Record Sheets.

All people or organisations that have received printed or electronic copies of controlled drawings or

documents shall be recorded on the corresponding Drawing or Document Issue Record Sheet.

8.4 SOFTWARE CONTROL

Software not issued for production is kept in the development server software partition. Software shall not

be copied into the production server until it has been verified and tested in production.
Software issue is controlled using a computer-based version control system.
Contract or in-house software engineers must provide evidence that version control is in use.

Copies of software installed in each device are stored on a server with a clear filename indicating where

used.

8.5 RETENTION OF RECORDS

Quality Records are identified within each procedure or work instruction.

Records are retained, by the person responsible, for the defined retention period, after which they may de

disposed of, but even then, only with the approval of the Quality Manager.

The location of Quality Records is determined by the person or department responsible for their retention.

8.6 CLIENT SUPPLIED DRAWINGS AND DOCUMENTS

Original incoming documents, plans and other critical Client documentation are copied, filed and distributed

to the appropriate job.

The recipient is responsible for the control of all such documents.

8.7 NEW DRAWINGS AND DOCUMENTS

New mechanical drawings and assembly drawings will be deemed to be of draft issue. Any prints kept

outside of a Development project folder shall be stamped with a Development Draft stamp.

New drawings shall not be entered into the production system until they are examined and verified by an

authorised member of staff. These drawings may be validated by production.
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Copies of new drawings must be issued to the Production Manager for inclusion in the Stock Control

Database and the appropriate Bills of Materials.

A log sheet is created in the appropriate Drawing or Document Log folder.

8.8 DRAWING AND DOCUMENT CHANGES

Controlled drawings and other documents that require changes shall be marked-up to indicate the changes

and stamped to notify that a change is requested. An authorised member of staff must verify the changes.

If the drawing or document has been issued for production, the operator will continue to work to the

marked-up document. The document will be submitted for change when the change is validated.

The changes can only be validated when:

q

successful.

q

q

changes.

The item has been assembled and tested and the modification has been proved to be

The drawing has been stamped and has been approved by two engineers.

The assembler has finished with the drawing or has a stamped, approved copy with the

Copies of changed drawings must be issued to the Production Manager for inclusion in the Stock Control

Database and the appropriate Bills of Materials.

The changes made to the document must be entered into the appropriate Document Log and the issue

number incremented.

All other previous issued masters shall be destroyed except:

2 Where equipment is in the field that must have the original issue, a secondary master is

made and kept separate from the production masters.

2 Previous issue masters that may need to be subsequently reproduced are kept separate
from the production masters.

Proofs (marked up drawings) are destroyed after the master is filed.
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P9

AUDIT AND REVIEW

9.1 SCOPE
The purpose of these procedures is to:
2 Identify areas where improvements in the quality of the product and service could be made
2 Ensure that any problems, errors or complaints are dealt with appropriately
2 Maintain a cycle of continual improvement.
9.2 FEEDBACK
Each member of staff, upon discover ing a problem or potential problem (including any Client feedback), has
a responsibility as the initiator to bring the matter to the attention of the management.
All comments and concerns involving the quality system are recorded in the Vistar InaRO datab ase where
the solution will later be logged.
A folder containing copies of requested changes to drawings and documents is kept in production. This
shows the exact change request and the date it was requested. This is used to check for impending changes
on in-production items.
All matters noted are periodically reviewed and discussed with appropriate personnel. The results are used
to bring about improvement to the quality system and the operational controls.
Any suggestions for improvement and long -term pre ventative measures will be considered and may also be
logged and discussed further at subsequent meetings.
Field Failures reported to the company are recorded in the Vistar InaRO Orders database.
Faults that occur during production are logged in the Vistar InaRO database. The Quality Manager reviews
the database for any unresolved items.
9.3 INTERNAL AUDITS
An Audit Programme is prepared, authorised and issued by the Quality Manager. The Programme details
which processes are to be audited in the next period.
The audit programme ensures that audits are conducted by the Vistar QA consultant or internal auditors
who do not have direct responsibility for the ar eas being audited.
The auditor may not audit their own work directly but may use the audit to assess the results of their work.
The audit programme ensures that each part of the quality system is audited, as a minimum, once every
year.
In deficient or weak areas where concern arises, the Quality Manager may determine that audits be
conducted more frequently.
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9.4

9.5

9.6

APPROVAL OF AUDITORS

The Quality Manager ensures each auditor has been trained to carry out these audits, whereupon they are

included on an Approved Auditor List, which the Quality Manager maintains.

Internal audits are undertaken by persons appointed by the Quality Manager and selected from the list.

PLANNING AN AUDIT

Prior to starting an audit, the auditor prepares an audit checklist for use in the audit, a copy of the

procedures for the departments involved and a copy of the results of any previous audit.

The auditor will select an event, for example:

q

An enquiry - to quote - to customer order.

q

A subcontractor purchase - to receipt of goods.

q

A purchase order - to receipt of goods.

q

A workshop order - to finishing - to storage.

q

A development order - through to production.

q

A design modification - through to production.

q

A document modification.

q

A complaint

CONDUCTING INTERNAL AUDITS

The auditor will follow the sequence of events with due regard to the relevant procedures.

The auditor reviews the decisions arising following the previous audit and includes any appropriate matters
on the checklist.

For each procedure, an example of that procedure is taken. Examples are noted of any documentation,

product, equipment, staff and Customers involved.

Any absence of an example should also be noted. This can mean that the procedure is unnecessary but it is

more likely that the procedure has been put in place for future use or to deal with rare occurrences.

The procedure, clause number and a brief summary are written on the audit checklist alongside any

suggested action required to correct or improve the procedure. Codes used in these audits are:

q

OB Observation - Not a procedural error. May require an adjustment, addition or removal
to a procedure or instruction. To be decided when reviewed.

q

NC Non conformance - procedure is not being followed.

q

CP Change or clarify the procedure or instruction.

q

RFI Room For Improvement.

q

OK Confirmation of procedure compliance. No action to be taken.

All possible cooperation must be given by the staff involved to address and resolve any issues exposed by
the audit.
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Results of audits shall be discussed in quality meetings to give feedback and agree any necessary corrective
actions. All such agreements are recorded on the meeting minutes (or otherwise summarised using an Audit

Summary Form), which are then signed by the auditor.

The auditor or Quality Manager subsequently follows up the audit to ensure that the agreed corrective
actions have been implemented. The auditor (or Quality Manager) then signs off the checklist to indicate that

the matter has been closed out.

The audit checklists are reviewed at each Quality Review Meeting. Decisions are made regarding any

outstanding matters, which are then recorded, in the meeting minutes.

The Quality Manager has responsibility to monitor and close out any such agreements. The resulting changes
in the procedures are published for approval only and a copy handed to the staff and auditor involved.
These should be read at the earliest convenience so that any further amendments may be made before

formal publication.

9.6 QUALITY AND MANAGEMENT REVIEW MEETINGS
Formal or informal meetings may be held throughout the year to discuss the progress and ideas in the
quality system.
The Quality Manager convenes Quality Review Meetings, which have the following objectives:
2 To conduct a review of quality performance over the previous period based upon all
entries in the Improvements Log and all audit reports in that period.
2 To decide which areas of the system require further investigation and to allocate
responsibilities and time scales for those investigations.
2 To examine ideas for any changes to the Quality System which would prevent further
problems arising, and if appropriate, revise the quality system accordingly.
2 To set and monitor quality objectives.
The meeting is chaired by the Quality Manager and is attended by any other members of staff, as the Quality
Manager considers necessary.
Matters arising during the quality meeting are noted by the Quality Manager and all present at the meeting.
The annual meeting will include additional time given to consider the overall suitability and effectiveness of
the quality system in meeting the requirements of:
2 The ISO9001:2008 standard,
2 the company’s quality policy and objectives, and
2 it’s Clients as a whole over the previous year.
Records of the management review will be retained with the Quality Review Meeting records.
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P10

COMPETANCE, TRAINING AND AWARENESS

10.1 SCOPE
The purpose of the training procedures, is to ensure that:
2 The training needs of staff are properly identified and effectively met
2 All members of staff have the knowledge, skills and experience necessary to perform their
jobs to a high standard.
2 All new staff are introduced to the basic working of the Company from their first week.
2 The Company gives full consideration to its future needs and the needs of its employees.
2 The Company encourages all staff to develop further relevant skills through suitable
training and practice.
2 The competence of each staff member to perform a given task is recorded.
10.2 TRAINING
Training needs may be identified by a number of different means;
2 through findings of the Internal Quality Audit or non-conformance (Improvements Log)
procedures,
2 through the introduction of new legislation or industry codes of conduct,
2 through the introduction of new methods or systems and
2 at the Quality Review and Management Meetings.
When a training need has been identified it is recorded on the member of staffs’ Training Records.
Training may be carried out internally, or using appropriate external courses and seminars.
Records are maintained of all relevant training received by individual members of staff including relevant
qualifications, experience and education.
Initial training on the workings of the Company, the Quality system, Health and Safety and timekeeping are
carried out on the first day of employment.
All members of staff receive copies of the relevant Quality procedures whenever the procedures are updated.
10.2 COMPETENCE
As each work order is completed, the persons carrying out each task is recorded in the InaRO database along
with the time taken and a star rating - out of five - related to their perceived performance. Explanatory notes
and training recommendations may also be recorded.
In most cases this information will not be used unless a staff member appears to be lacking. In this case the
person will not be given the task to do again until further training is carried out and/or the work
instructions are clarified.
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10.3 RECRUITMENT AND SELE CTION

It is the policy of the Company to employ personnel with appropriate qualifications, skills and experience for

the job.

The trained personnel required for specific responsibilities is selected where possible from within the

company before any consideration is given to hiring additional employees.

There must be at least one other person capable of, or in training to carry out each process. This can be a

person that normally works in another department but can be called upon to replace an absent employee

either to do the task or to carry out some training for the task. ‘

Any new recruitment must be authorised by the Managing Director.

Job applicants are interviewed by the Manager of the department for which the personnel is needed and by

the person directly in charge of the training. ‘
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P11

11.1

11.2

1.3

PACKING AND DESPATCH

SCOPE

These procedures aim to ensure that:

(o 0]

q

All items that are to be dispatched are identified and recorded.
No items that are due to be dispatched omitted from any shipment.

All necessary paperwork is completed and accompanies the shipment.

SHIPPING LIST

A shipping list is started that details all the items to be despatched. This list must contain:

@ @ @ @ @ @ @ @ g

q

The system reference (e.g. 223, 350, spares, etc.)

The Date

The Work Order Number (Purchase order or other reference if no work order)
The Customer name (Full address does not need to be included)

The destination Country

The part number, or a description, of each item

The serial number, where applicable, of each item

The package number that contains each item

The dimensions of each package

The weight of each package

All loose parts, papers and data, such as manuals and test details are included as items on the list.

PAPERWORK

All items are recorded on one delivery note regardless of the number of boxes. The delivery note includes:

@@ @ @ @ @ @ @ @

q

The Date

The Work Order reference Number

The Customers name and full address

The Customers contact details

The part number, or a description, of each item
The serial number, where applicable, of each item
The package number that contains each item

The dimensions of each package

The weight of each package

If an export licence is required it is a criminal offence to attempt to ship without one. The Sales Manager can

verify whether an export licence is required. A copy of the licence is retained in the Customer file for that

order.

The commercial invoice is prepared for shipments that are sent to countries outside the European Union.
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Where an export licence is necessary, the Commercial Invoice carries a statement referring to that export

license.

For repairs and other returned items the Sales Manager must declare the items to Customs as repaired or

replaced goods. A clear stamp shall be used on all paperwork and packaging.

11.4 PACKAGING

Items are packaged in such a way that they remain secure and undamaged whilst being handled by

international courier companies and freight handlers.

Cartons used are of a grade suitable for international shipping. They are only used if they are in a good and

serviceable condition. Where a carton is reused all old labels and marking are removed or obscured.
Many items have their own packaging. Kitted packaging is raised from stock on the Work Order kit list.
Moving parts are locked or otherwise secured to prevent motion in transit.

Any fluids must be drained prior to shipping.

Internal packing must hold the equipment in a central position within the carton or crate without the risk of
shifting during transit. Sufficient padding against the sides in all six directions is required. Loose filling is

not generally adequate.

11.5 DESPATCH

The completed paperwork is attached securely and sealed to the outside of each package with the

destination address details showing.
A second copy of the completed paperwork is attached open to each package.

The Sales Manager must verify that the dispatcher is aware of all the documents that must accompany the

shipment.
The collector must sign a copy of the delivery note when collecting the shipment.

Additional information:

q

Courier

q

Couriers reference number

q

Shipping cost
Should be added to the shipping list when known.

After the shipment is despatched, the signed Delivery note, Commercial invoice, Shipment list, etc. are

copied into the Vistar InaRO database under the work order number.

The shipping list is filed in the shipping list folder where it may be referred to if required.
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12 FINANCIAL

12.1 SCOPE

The procedure aim to ensure that:

2 Customers understand when payment is due what amount to pay.

2 Suppliers understand when they will be paid and the amount that will be paid.

For detailed instructions refer to the Accounts.doc laminate.

12.2 BILLING THE CUSTOMER

As work orders are completed they are submitted to the financial manager or appointed assistant to be

invoiced and filed.

Jobs to be invoiced are matched to the original white copy of the work order for charging details. The yellow
Work Order may also carry updates to these charges. The invoice number is entered on both of these

documents.

The invoice amount should match the quoted price, including shipping, plus any extras agreed since the

quote.
The invoice, with a unique reference number, is generated using the accounting system.
The invoices are dated and specify the parts supplied, Customers order number and Work Order number.

Two copies are printed on invoice paper. One copy is retained with the accounts in date order; the other is

issued to the Customer.

The Accounting system is updated as each payment is received. Further invoice copies may be viewed and

printed from here.

12.3 CREDIT NOTES

The invoice, with the original reference number suffixed with a ‘C’, is generated using the accounting system.

Two copies are printed on credit note paper. One copy is filed with the invoice it relates to, the other is

posted to client.

12.4 BILLS FOR PAYMENT
Invoices for payment are matched to the pink copy of the purchase order.
The invoice is entered onto the accounts system. The invoice is paid after utilising credit terms.

Cheque payments are sent out monthly. A remittance advice sheet is printed on Company paper and is

enclosed with the cheque.
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Company credit card payments are also entered into the accounting system when submitted by the

Cardholder.

The Accounting system is updated as each payment is made.
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P13 AFTER-SALES SUPPORT

13.1 SCOPE
The purpose of these procedures is to ensure that:
2 Commissioning and after sales support functions are carried out effectively.
2 Support requests and enquiries are responded to straight away.
2 On-site deliveries, servicing, commissioning, maintenance and repair work are adequately
recorded.
2 Work Orders are used for all servicing, maintenance and repair work.
2 Costs and expenses are recorded.
2 Costs and expenses are charged to the customer where appropriate.
2 Work carried out on-site is suitably prepared for.
2 Positive and negative Customer feedback is recorded.
13.2 SITE VISITS
Work carried out away from the factory must be correctly prepared for. The following must be considered:
2 Personnel selected are suitably trained to carry out the job.
2 The tools and equipment to be carried are prepared at the factory.
2 Any spare parts that may be required are carried.
2 Safety equipment is checked and carried.
2 Unnecessary equipment is not carried.
2 Copies of forms, procedures and other paperwork are issued and carried.
2 Tools and equipment to be provided at the site are organised.
2 Passports, where required, are up to date.
2 Permissions that may be required to enter the site are arranged.
2 Transport is arranged.
2 Accommodation is arranged where needed.
Work Orders must be used for all commissioning, servicing, maintenance and repair work carried out by
Vistar personnel on-site. Parts used must be requisitioned using the Work Order number.
Times recorded on the Work Order must include all personnel involved and, where travel is involved, include
their individual travelling times.
Costs and expenses are recorded on the Work Order.
13.3 COMMISSIONING
The management are responsible for ensuring that new systems are installed and commissioned as specified
in the contract or quotation.
When a system is commissioned, relevant acceptance tests are carried out according to the final system test
specification.
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13.4

13.5

13.5.1

Test forms completed during the commissioning are filed together with the completed factory System

Acceptance forms for the same system. Records are retained of any problems encountered.

Customers and Agents are encouraged to return a copy of the completed installation acceptance report.

These are filed together with the completed factory acceptance forms for the same system.
Customers and Agents are encouraged to complete and return a customer feedback form.

Negative customer feedback is recorded on the Vistar InaRO troubleshooting database. Any action to be

taken is agreed on and directed as an action to the appropriate Manager.

CUSTOMER TRAINING

Customers are provided with appropriate operator training and maintenance engineer training, guidance and

support where specified within the contract or quotation.

An in-house training program may be offered at a level agreed with the Customer.

SERVICING

Work Orders must be used for all servicing, maintenance and repair work carried out by Vistar personnel

whether on-site or in-house. Parts used must be requisitioned using the Work Order number.

All estimates for service are carried out or authorised by the Sales Manager.

Maintenance

Unless otherwise requested on the Work Order, maintenance work is restricted to replacing worn or broken
mechanical parts and replenishing consumables such as grease and desiccant. Maintenance does not

include refurbishment or upgrading of the equipment.
Maintenance work may be carried out on-site or in the factory.

On-site maintenance and repair work must be recorded on a Service and Inspection Record form VQAO057. A
valid representative of the Customer, signs this if possible. A copy of the completed form is sent to the

Customer. A copy is attached to the Work Order. The master is kept in maintenance record files.

Condition of equipment; i.e. wear, corrosion, etc. is recorded and reported to the customer.

13.5.2 Refurbishment

Unless otherwise requested on the Work Order, the equipment to be refurbished will be fully stripped down,

worn and damaged parts replaced and external parts re-finished.
Wherever desirable, any improvements in design of the unit will also be carried out.

The units will undergo a full factory acceptance test as specified within the factory test procedures.

13.5.3 Repairs

Repair work will be restricted to the reported fault and servicing. No other work will be carried out unless

specifically requested on the Work Order.
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Any improvements in design that may prevent future failure of the unit will also be carried out.
Other work considered necessary will be reported to the Customer.

Repairs that are carried out at the factory are returned to the Customer following a full factory test as

specified with the factory test procedures.

The records contained in the Log of field failures are reviewed at each quality review meeting.

13.5.4 Requests for Assistance

Communications from the Customer must be responded to without delay. Email, letters and telephone calls

must be acknowledged when received. A standard reply may be sent while the enquiry is considered.

The issue must be recorded on the Vistar InaRO troubleshooting database along with any solution. The

database may then be used to assist Customers with similar requests.

13.5.5 Spares

Contracts may require that certain spare parts be kept in stock. These parts will have been paid for by the
Customer and must be kept separate from the main stock. Where the parts are no longer available an
alternative solution must be given. This will be free of charge only if the warranty or contract is still in
effect.

If the Customer returns faulty parts for replacement a repair work order will be raised. The matter, along

with its solution, must be recorded in the Vistar InaRO troubleshooting database.

Other spare parts requests are treated as new orders. As the provision of spares implies that the Customer

has a fault to repair, this should also be entered in the database.
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