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	Why should Mgmt be interested?

[image: image1.png]


ISO 9001:2000 Clause 8.3 Control of Nonconforming Product deals with controlling surprises that occur in your business operations.  The intent here is to identify when “surprises” occur (using your monitoring and measurement activities) and then resolve them so they don’t cause chaos within your internal operations… and worse, end up on your Customer’s doorstep.  Remember also that “Product” means “Service” in this ISO Standard, so you need to think about what you will do when your services don’t meet requirements.
Recall that back in Clause 8.2.4 you were expected to prove that Customer requirements for both products and services were met before you released it to them.  This only implies that you will sort out what didn’t go as planned and deliver only the good products/services.  You are still left with a decision of what to do with the leftovers.
The ISO requirements contained within Clause 8.3 Control of Nonconforming Product are asking you to identify and control nonconformances, who has the responsibility and authority to resolve them, and then to document these activities in a procedure.  It then suggests three methods you can use to address product or service nonconformances that surface: a) repair, rework, redo, re-perform or otherwise correct it (and re-verify it); b) obtain approval to leave it as is; or c) reject it and start over.  Records of this activity need to be kept and if the “surprise” slipped through your check points then you’ll have to take action to minimize or eliminate its impact.


	NEW CD PRODUCTS

You can now purchase our past 2001 and 2002 Newsletters on CD.

Get the complete set for easy access whenever you need them!
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VISA & MasterCard now accepted!
To place an order, go to our website, click on “CD-Rom Products” & print an Order Form.


	How do you audit it?
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For Clause 8.3, an Audit checklist should cover these areas:

· Is there a procedure in place to control nonconformances?
· What makes a product nonconforming?  A Service?
· Is a record kept when a product/service nonconformance occurs?
· Who initiates the record?  Who decides how to resolve nonconformances?  Do you currently have any unresolved nonconforming products/services? 
· If a nonconforming product is reworked, is it re-checked?  How is this done for nonconforming services?
· Who has the authority to decide if a nonconformance can be left as is?  Has this ever occurred?

· Were there any situations in the last 12 months where nonconforming product or service was discovered after delivery?  
· Over the past 12 months have there been any returns from Customers (or credits issued)?  Any of them due to a nonconformance?  How were they handled?
(Make sure to obtain examples for each bullet listed above)
Typically you would audit Clause 8.3 by interviewing those people who are responsible for controlling and managing nonconformances.  Follow this up with discussions with employees actually producing/supplying the products and services.



	CD-ROM PRODUCTS:
· ISO 9001:2000 Orientation
· ISO 9001:2000 Exec. Overview
· ISO 9001:2000 Essentials
· ISO 9001:2000 Advanced
· ISO Y2K Gap Audit Checklist
· Root Cause Analysis
 

	Getting more value from it...
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Here are some ways that I've seen organizations obtain more value from ISO Clause 8.3 Control of Nonconforming Product:

· Companies are recognizing that tracking nonconforming “services” is as important as tracking product problems… because it helps them uncover Customer Satisfaction issues.
· Companies are also maintaining a computer database of their nonconformances so they can easily sort by: nonconformance type, date, department, product, service, Supplier, Customer, etc….  which makes it easier to spot trends and to highlight problem areas.

	**View samples  at our website**
TRAINING SERVICES:
· ISO 9001:2000 Essentials
· ISO 9001:2000 Exec. Overview
· ISO 9001:2000 Transition Plng
· ISO 9001:2000 Orientation
· Internal Auditing for ISO 9001:2000
· Process Mapping
· Process Improvement
· ISO 14001:1996 Essentials
· ISO 14001:1996 Internal Auditor
· Strategic Planning
**View agendas at our website**

	Q&A

Q:  Do you have any examples of nonconforming services, and how would you “control” them? 
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A:    Examples of nonconforming services can surface with any Services you purchase that can impact the quality of the products you supply to your end Customers, as well as any Services you provide  to your Customers.  Purchased Services can include: delivery/transportation, warehousing, sales/marketing services, HR services, IT services, contract maintenance, inspection/testing services, calibration, training services, ISO Registrar services, etc...  For Services you provide or sell, consider transportation/ delivery, warranty/service contracts, warehousing, technical support, record keeping (i.e. C of A’s or C of C’s),  product installation, product training, technical data, instructions/manuals, etc...  Nonconformances occur when the requirements for the Service that you purchased or that you are providing, are not met.  In other words, when the Service is not timely, accurate, complete, correct, comprehensive, etc…
As for how you control nonconforming services, look at the three options given to you in Clause 8.3, items a) to c).  For a situation where you notice you’ll miss a promised Delivery date, you can try to speed up the delivery or switch to another delivery method that will correct the problem (Items a &c).  If that’s not possible, then you can call your Customer and see if they will accept the situation as is (Item b).  If you don’t find out your delivery was late until after the fact, your options are limited since you can’t undo a “late delivery” (Items a, b & c).  You are basically left with issuing a credit or paying a penalty, and trying to learn from this so it doesn’t happen again.   However if it was faulty Warranty/Repair work, you could re-do it to get it right the second time.
The information provided in the Q&A section is based on actual discussions and experiences with Clients of ISO Support Group Inc.


	BONUS:  Free ISO 9001:2000 (sample Quality Manual; electronic document) with any CD purchase!
If you would like to discontinue this email service, please let us know at removeiso@isosupport.com
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Tim Renaud, P.Eng., B.A.Sc., is a senior trainer and consultant with the ISO Support Group.  His business experience covers over nineteen years with both small and large organizations within various industries.  He began consulting in 1992, achieved ISO 9001:1994 Registration for ISO Support Group in Oct/1998 and ISO 9001:2000 Registration in Jan/2001.  Specific areas of expertise include training and consulting on building, installing and maintaining ISO 9001 and ISO 14001 Management Systems.  Association memberships include the American Society for Quality (ASQ) and the Professional Engineers Ontario (PEO).  

Email: trenaud@isosupport.com



�








