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TERMS AND DEFINITIONS

Be-backs  
A “Sales” term for a customer who leaves the car lot promising to return later, saying, “I’ll be back,” or some variation of that statement.

Come-backs  
A “Service” term used for a customer who has to bring his car or truck back in for service that couldn’t be completed, had something wrong, or the customer wasn’t satisfied.

FITZWAY
A trademarked logo used as another way of describing the Fitzgerald management philosophy.

FILMS


Fitzgerald Internet Lead Management System

IVORY

FITZGERALD EVENTS ONLINE REGISTRY
MRT


Management Review Team

PETS


Problem Entry Tracking System

PST


Process Steering Team

QSR


Quality System Review 

PROCESS INTERACTION - Fitzgerald Management System (FMS)






FITZGERALD MANAGEMENT SYSTEM
                 (ISO Clause 4)
1.0
Purpose and scope 

This section of the FMS Manual (FMSM) addresses the requirements set forth in Section 4, Clause 4.2 - 4.2.4 (Quality Management System) of ISO 9001:2000.  The Fitzgerald Management System (FMS) described is tailored to address Fitzgerald’s basic business process as well as the requirements of the Standard.

2.0
Responsibilities and authorities

The responsibility and authority for carrying out FMS activities related to this section have been assigned to the Management Representative for all documents and data.  All associates have the responsibility to carry out their work assignments in accordance with the Fitzgerald Quality Policy and FMS procedural documentation.  The associates have been granted the freedom and authority to complete the activities assigned in order to meet specified requirements.

3.0
Associated documents


JJF Server - Fitzgerald System

4.0
Quality management system
General requirements (ISO 9001:2000, 4.1):

A Fitzgerald Management System (FMS) has been established, documented, implemented, maintained and is continually improved in accordance with the requirements of ISO 9001: 2000.  To implement the system, the organization has:

· identified the processes needed for the quality management system and their application throughout the organization;

· determined the sequence and interaction of these processes;

· determined the criteria and methods needed to ensure that both the operation and control of these processes are effective;

· ensured the availability of resources and information necessary to support the operation and monitoring of these processes;

· monitored, measured, and analyzed these processes; and,

· implemented actions necessary to achieve planned results and continual improvement of these processes.

These processes are managed in accordance with ISO 9001:2000.

Control is ensured over any processes that may be outsourced, and control of such applicable processes is identified within the FMS documentation, if any.  At the present time, there are no processes being outsourced.

Quality planning is documented in the form of this manual, procedures, and/or other Fitzgerald work instructions.


Documentation requirements (ISO 9001:2000, 4.2):

FMS documentation includes (ISO 9001:2000, 4.2.1):

· documented statements of our quality policy (D4001) and quality objectives (D4002);

· a Fitzgerald Management System Manual, a.k.a., the FMS Manual (D4000);

· documented procedures required by ISO 9001:2000;

· documents needed by the Fitzgerald organization to ensure the effective planning, operation and control of processes; and,

· quality records required by ISO 9001:2000 and the Fitzgerald organization.

A Fitzgerald Management System Manual has been established and maintained that includes (ISO 9001:2000, 4.2.2):

· the scope of the Fitzgerald Management System, including details of and justification for any permissible exclusions;

· The scope of the Fitzgerald Management System is stated as a chain of franchised automobile dealerships, the sale and service of new Cadillac, Oldsmobile, VW, Mazda, Mitsubishi, Suzuki, Toyota, Scion, Nissan, Dodge, Subaru, Isuzu, Hyundai, Pontiac, Buick, GMC Truck, Chrysler, Jeep, Chevrolet, Saab, Mazda brand vehicles, and previously owned motor vehicles and the wholesale and retail of automotive parts.

· Design and development (Clause 7.3 of ISO 9001:2000) is currently not part of nor is required in Fitzgerald’s basic business process and was excluded from the system accordingly.  If and when the need arises to engage in design and development activities, our FMS will be amended to incorporate the necessary controls to adequately address its requirements.

· the documented procedures established for the FMS, or reference to them; and,

· a description of the interaction between the processes of the FMS.

The MR prepares/updates the FMS Manual (QM).  The FMSM includes/references FMS procedures and outlines the structure of documentation in the system.

The MR ensures that documented procedures consistent with the requirements of ISO 9001:2000 are prepared and that the system and its related documentation are effectively implemented.

Control of documents (ISO 9001:2000, 4.2.3):

Documents and records required by the FMS are controlled.  Documents are controlled for their content while records are controlled in a different manner to protect and preserve them.

A documented procedure (see P4006-L1: Control Documents, P4002-L2: Procedure Control, P4003-L2: Forms Control, and 4013-L2: F&I Administration) has been established to define the controls needed to:

· approve documents for adequacy prior to issue;

· review and update as necessary and re-approve documents;

· ensure that changes and the current revision status of documents are identified;

· ensure that relevant versions of applicable documents are available at points of use;

· ensure that documents remain legible and readily identifiable;

· ensure that documents of external origin are identified and their distribution controlled; and,

· prevent the unintended use of obsolete documents, and to apply suitable identification to them if they are retained for any purpose.

Control of quality records (ISO 9001:2000, 4.2.4):

Quality records are established and maintained to provide evidence of conformity to requirements and of the effective operation of the Fitzgerald system.

Quality records are legible, readily identifiable and retrievable.

A documented procedure (see P4007-L2: Control Records) has been established to define the controls needed for the identification, storage, protection, retrieval, retention time and disposition of quality records.

5.0
Definitions:


Fitzway – A trademarked logo used as another way of describing the Fitzgerald management philosophy.

6.0
Appendices

Not applicable

MANAGEMENT RESPONSIBILITY



 (ISO Clause 5)
1.0
Purpose and scope 

This section of the FMS Manual (FMSM) addresses the requirements set forth in Section 5, Clause 5.1 - 5.7 (Management Responsibility) of ISO 9001:2000.  The Fitzgerald Management System (FMS) described is tailored to address its basic business processes as well as the requirements of the Standard.

2.0
General requirements

The requirements for this section are the responsibility of the senior site manager and his/her management team.  All members of the Management Review Team (MRT) have the responsibility to demonstrate unity of purpose and direction of the organization by involving all levels of personnel (as appropriate) while striving to continually improvement system effectiveness.

3.0
Associated documents

P4001-L1
Quality System Review


P5003-L1
Serve the Community


P5005-L2
Check Child Safety Seats

 4.0
Management responsibility

Management commitment (ISO 9001:2000, 5.1):

Top Management provides evidence of its commitment to the development and implementation of the quality management system and continually improving its effectiveness by:

· communicating to the organization the importance of meeting customer as well as statutory and regulatory requirements;

· establishing the quality policy;

· ensuring that quality objectives are established;

· conducting quality system reviews; and,

· ensuring the availability of resources.

Customer focus (ISO 9001:2000, 5.2):

Top Management ensures that customer requirements are determined and fulfilled with the aim of enhancing customer satisfaction.

Quality policy (ISO 9001:2000, 5.3):

Top Management ensures that the quality policy is:

· appropriate to the purpose of the organization;

· includes a commitment to comply with requirements and continually improve the effectiveness of the quality management system;

· provides a framework for establishing and reviewing quality objectives;

· communicated and understood within the organization; and,

· reviewed for continuing suitability.

Fitzgerald Auto Mall establishes and maintains successful business relationships with all our customers through our associates. We strive to continually improve the effectiveness of the Fitzgerald system for satisfying customers, which includes our sales, service and parts processes. 

Our organization is committed to achieve excellence, in our customer’s view, while fulfilling our responsibilities to our community, associates, franchisors and to all with whom we do business.

An excellent customer experience is achieved through the efforts of all members of Fitzgerald Auto Mall working together.

Planning and quality objectives (ISO 9001:2000, 5.4 & 5.4.1):

Top Management ensures that quality objectives, including those needed to meet requirements for service, are established at relevant functions and levels within the organization.  Quality objectives are measurable and consistent with the quality policy.

1. Build customer loyalty through excellent customer service.

2. Be a leader in providing community service in our market area through our child safety seat and child ID programs.

3. Maintain financial stability in order to achieve our objectives in serving customers, our community and future growth opportunities.

Quality management system planning (ISO 9001:2000, 5.4.2):

Top Management ensures that:

· planning of the Fitzgerald system is carried out in order to meet the general requirements of ISO 9001:2000 (section 4.1); and,

· integrity of the Fitzgerald system is maintained when changes to the quality management system are planned and implemented.

Responsibility, authority and communication (ISO 9001:2000, 5.5 & 5.5.1):

Top Management ensures its responsibilities, authorities and their interrelationships are defined and communicated within the organization. 

Management representative (ISO 9001:2000, 5.5.2):

Top Management has appointed a member of management (Rob Smith) who, irrespective of other responsibilities, has responsibility and authority that includes:

· ensuring that processes needed for the Fitzgerald Management System are established, implemented and maintained;

· reporting to the Management Team on the performance of the Fitzgerald system, and any need for improvement; 

· ensuring a continual awareness of customer requirements throughout the organization; and,

· acting as liaison with external parties on matters relating to the system as appropriate.

Internal communication (ISO 9001:2000, 5.5.3):

Top Management ensures that appropriate communication processes are established within the organization and that communication takes place regarding the effectiveness of the system.  This is accomplished in part through the use of but not limited to electronic mail, meetings, and conspicuously posted communication.

Quality system review [QSR] (ISO 9001:2000, 5.6 & 5.6.1):

Top Management reviews the system (Quality System Review Meetings) a minimum of four times per calendar year to ensure its continuing suitability, adequacy and effectiveness.  Additional meetings are conducted as part of the regularly scheduled senior staff meetings with action items assigned as appropriate.  This review includes assessing opportunities for improvement and the need for changes to the Fitzgerald Management System, including the quality policy and quality objectives.  Records of quality system reviews are maintained.

On-going performance of the Fitzgerald system is reviewed in between the QSR Meetings on a monthly basis at its regularly scheduled Management Review Team Meetings.

Top Management, including the Management Representative, defines the measurement criteria for the system review and provides an agenda for meeting participants.

Process owners define the measurement criteria for their areas, prepare and present their results as requested, participate in all reviews or send a representative; and are responsible to support the corrective actions required to meet quality objectives.

Quality system review input (ISO 9001:2000, 5.6.2):

Input to quality system reviews include information on:

· results of audits (both internal audits and external assessments); 

· customer feedback (Customer Surveys and PETS);

· process performance and product conformity; 

· status of preventive and corrective actions; 

· follow‑up actions from earlier management/quality system reviews; 

· changes that could affect the FMS; and,

· recommendations for improvement.

Quality system review output (ISO 9001:2000, 5.6.3):

Output from quality system reviews include decisions and actions related to: 

· improvement of the effectiveness of the Fitzgerald system and its processes;

· improvement of service related to customer requirements; and,

· resource needs.

Top Management assigns corrective actions with target completion dates and records items discussed as part of the minutes.  Progress and corrective/preventive actions are tracked as part of the minutes and reviewed in subsequent meetings until closure is achieved.

The Management Representative maintains minutes of Quality System Review meetings including corrective actions (if any).

5.0
Definitions

PETS – Problem Entry Tracking System

QSR – Quality System Review

6.0
Appendices

None

RESOURCE MANAGEMENT




 (ISO Clause 6)

1.0
Purpose and scope 

This section of the FMS Manual (FMSM) addresses the requirements set forth in Section 6, Clause 6.1 - 6.4 (Resource Management) of ISO 9001:2000.  The Fitzgerald Management System (FMS) described is tailored to address Fitzgerald’s basic business process as well as the requirements of the Standard.

2.0
Responsibilities and authorities (R&A)

The responsibility and authority for carrying out Fitzgerald activities related to this section have been assigned to the Vice President for the infrastructure and the Management Representative and site-specific Human Resources representatives for human resources and the work environment.  All associates have the responsibility to carry out their work assignments in accordance with the quality policy, objectives, and QMS documentation.  Associates have been granted the freedom and authority to complete the activities assigned in order to meet specified requirements.

3.0
Associated documents

P4014-L1
Hire Staff Process

P4019-L1
Individual Associate Training Plan

P4020-L1
Deliver Training Process

P4021-L1
Course Development Process

P4022-L1
Privacy/Safeguarding Process

4.0
Resource management

Provision of resources (ISO 9001:2000, 6.1):

Resources are determined and provided to: 

· implement and maintain the Fitzgerald system and continually improve its effectiveness; and,

· enhance customer satisfaction by meeting customer and Fitzgerald-imposed requirements.

Human resources (ISO 9001:2000, 6.2 & 6.2.1:

Personnel performing work affecting service quality are competent on the basis of appropriate education, training, skills and experience.

Competence, awareness and training (ISO 9001:2000, 6.2.2):

The organization has:

· determined the necessary competence for personnel performing work affecting service quality;

· provided training or taken other actions to satisfy the skills needed by the organization;

· evaluated the effectiveness of the actions taken (as necessary);

· ensured that its personnel are aware of the relevance and importance of their activities and how they contribute to the overall achievement of our quality objectives; and,

· maintained appropriate records of education, training, skills and experience.

Infrastructure (ISO 9001:2000, 6.3):

The infrastructure needed to achieve conformity to service requirements has been determined, provided and maintained.  

Infrastructure examples may include, but are not limited to Fitzgerald’s:

· buildings, workspace and associated utilities;

· process equipment, both hardware and software; and,

· supporting services, e.g., transport or communication.

Work environment (ISO 9001:2000, 6.4):

A suitable work environment needed to achieve service conformity is established and managed in accordance with the requirements of Fitzgerald’s Management System and the Standard.

5.0
Definitions:

Competence:

Demonstrated skill and/or demonstrated knowledge

IVORY

FITZGERALD EVENTS ONLINE REGISTRY
6.0
Appendices

Not Applicable 

SELL A VEHICLE



     (ISO Clause 7; Part 1 of 3)
1.0
Purpose and scope 

This section of the FMS Manual describes our basic business process for selling vehicles and addresses the requirements set forth in ISO 9001:2000, Clause 7 (Product Realization) related to the vehicle sales portion of our business.

2.0
Responsibilities and authorities

The responsibility and authority for carrying out FMS activities related to this section have been assigned to the Sales Managers at our various locations with guidance from its process owner, Bill Cash (and/or his designee).  Associates have the responsibility to carry out their work assignments in accordance with our quality policy and documented management system.  Associates have been granted the freedom and authority to complete the activities assigned in order to meet specified requirements.

3.0
Associated documents

P1001-L1
Trade Appraisal Process

P1003-L1
Floor Sales Process

P1005-L1
F & I Delivery Process

P1006-L1
Lead Management Process

P1007-L1
Manage Inventory

P1008-L1
Deliver Sold Vehicle Process

P1010-L1
Advertising & Marketing

P1011-L1 
Manage Used Car Inventory

P4013-L2
F&I Administration

4.0
Sell a vehicle 

Planning vehicle sales (ISO 9001:2000, 7.1 – Part 1 of 3):

The processes needed for vehicles sales are planned and developed (see above references), and are consistent with the requirements of the other processes within the Fitzgerald Management System (FMS).  In planning vehicle sales, the following are determined, as appropriate:

· quality objectives and requirements for sales (as appropriate);

· the need to establish processes, documents, and provide resources specific to sales;

· required verification, validation, monitoring, inspection and test activities specific to service and the criteria for acceptance, if any; 

· records needed to provide evidence that the sales processes and resulting vehicle sales fulfill requirements; and,

· planning output is in a suitable form for methods of operation.

Determination of requirements related to the product (ISO 9001:2000, 7.2.1 – Part 1 of 3):
Requirements related to the product are determined, including:

· requirements specified by the customer, including the requirements for delivery and post-delivery activity;

· requirements not stated by the customer but necessary for specified use or known and intended use;

· statutory and regulatory requirements related to the service; and,

· determination of any additional requirements.

Review of requirements related to the product (ISO 9001:2000, 7.2.2 – Part 1 of 3):
Requirements related to selling a vehicle are reviewed.  This review is conducted prior to providing this service to our customers, and ensures that:

· requirements are defined;

· contractual or order requirements differing from those previously expressed are resolved; 

· the organization has the ability to meet the defined requirements; and,

· records of the results of review and actions arising from this review are maintained.

When our customers do not provide documented requirements, customer requirements are confirmed before acceptance.

Where requirements get changed, we ensure that relevant documents are amended and that relevant personnel are made aware of the changed requirements.

Customer communication (ISO 9001:2000, 7.2.3 – Part 1 of 3):

Effective arrangements for communication with customers relating to the following are determined and implemented:

· vehicle/accessories/services information;

· inquiries, contracts or order handling, including amendments; and,

· customer feedback, including customer complaints.

Design and development (ISO 9001:2000, 7.3 – Part 1 of 3):


Excluded – Not part of basic business process

Purchasing (ISO 9001:2000, 7.4 – Part 1 of 3):
Purchasing process (ISO 9001:2000, 7.4.1 – Part 1 of 3):
Purchasing processes (see P4015-L1; Procurement Process, P1007-L1: Manage Inventory, P1011-L1: Manage Used Vehicle Inventory, and P2001-L1: Service Process as they relate to selling a vehicle) are controlled to ensure purchased product conforms to specified purchase requirements.  The type and extent of control applied to suppliers and purchased product is dependent upon the effect of the purchased product on subsequent service realization or the final product and/or service.

Suppliers are evaluated and selected based on (as available to us, albeit limited with respect to automobile manufacturers) their ability to supply product in accordance with requirements.  Criteria for supplier selection, evaluation and re-evaluation and any necessary actions arising from the evaluation are maintained.

Purchasing information (ISO 9001:2000, 7.4.2 – part 1 of 3):

Purchasing information describes the product/service to be purchased, including where appropriate:

· requirements for approval of product, procedures, processes, and equipment;

· requirements for qualification of personnel (if any); and,

· quality management system requirements.

The adequacy of specified purchasing requirements prior to their communication to suppliers is ensured.

Verification of purchased product (ISO 9001:2000, 7.4.3 – Part 1 of 3):

Inspection or other activities necessary for ensuring that purchased vehicles meet specified purchase requirements are established and implemented.  Where verification of purchased product is intended at suppliers’ premises, e.g., “dealer exchange (DX)” transactions, including customer verification of such product, which is occasionally done, the verification activity and the method of product release are stated in the purchasing information.

Control of the vehicle sales provision (ISO 9001:2000, 7.5.1 – part 1 of 3):

Vehicle sales operations are planned and carried out under controlled conditions, including, as applicable:

· the availability of information that describes the characteristics of sales;

· the availability of work instructions;

· the use of suitable equipment;

· the availability and use of monitoring and measuring devices;

· the implementation of monitoring and measurement; and,

· the implementation of release, delivery and post-delivery activities.

Fitzgerald documents sales completion, as appropriate. 

Validation of processes for selling a vehicle provision (ISO 9001:2000, 7.5.2 – Part 1 of 3):

There are no processes in selling a vehicle where processes require validation.


Identification and traceability (ISO 9001:2000, 7.5.3 – Part 1 of 3):

Product/service is identified, where appropriate, by suitable means throughout our processes.  Sales status is identified with respect to monitoring and measuring requirements.  Where traceability is a contractual requirement, a unique identification is assigned and controlled primarily by a VIN designation on the vehicle.

Customer property (ISO 9001:2000, 7.5.4 – Part 1 of 3):

Care is exercised with customer property while under our control, e.g., trade appraisal, or being used as appropriate.  

When customer property is lost, damaged, or unsuitable for use, Fitzgerald notifies the customer with the following information:

· Identification of the lost, destroyed or damaged property;

· The time and origin of the lost, damaged or destroyed property; and,

· Corrective action being taken to fix and prevent future occurrences.

This is controlled through P2001-L1: Service the Vehicle process.

Preservation of product (ISO 9001:2000, 7.5.5 – Part 1 of 3):

Vehicle conformity during internal processing and delivery to its intended destination is preserved.  This includes identification, handling, packaging, storage and protection.  Preservation also applies to constituent vehicle parts.

The Process Owner has responsibility and authority for establishing, documenting, implementing, and maintaining preservation of products.  Others may also be assigned to carry out related work assignments as directed.

Handling – vehicles are handled in accordance with manufacturers’ suggestions or as appropriate to prevent damage and/or deterioration as necessary.    

Storage – received vehicles are stored in designated areas until required.

Packaging – specific packaging requirements as specified by the customer or Fitzgerald are used. 

Preservation – due care is exercised to prevent vehicle deterioration.

Delivery – vehicles are delivered by associates.

Control of measuring and monitoring devices (ISO 9001:2000, 7.6 – Part 1of 3):

There is no measuring and/or monitoring devices currently used in the sell a vehicle process.

There is no measuring and/or monitoring computer software currently used in the sell a vehicle process.

SERVICE A VEHICLE



    (Clause 7; Part 2 of 3)
1.0
Purpose and scope 

This section of the FMS Manual describes our basic business process for servicing vehicles and addresses the requirements set forth in ISO 9001:2000, Clause 7 (Product Realization) related to that part of our business.

2.0
Responsibilities and authorities

The responsibility and authority for carrying out quality management system activities related to this section have been assigned to the Service Managers at our various locations with guidance from its process owner, David Jenkins (and/or his designee).  Associates have the responsibility to carry out their work assignments in accordance with our quality policy and documented management system.  Associates have been granted the freedom and authority to complete the activities assigned in order to meet specified requirements.

3.0
Associated documents

P2001-L1
Service Process

P2002-L1
Comeback Tracking Process

P2003-L1
Advertising & Marketing

P2004-L1
Service Follow Up Process


P4023-L1
Calibration Process

4.0
Service a vehicle

Planning vehicle service (ISO 9001;2000, 7.1 – Part 2 of 3):

The processes needed for vehicle service are planned and developed (see above references), and are consistent with the requirements of the other processes within our management system (FMS).  In planning service realization, the following are determined, as appropriate:

· quality objectives and requirements for service;

· the need to establish processes, documents, and provide resources specific to the service;

· required verification, validation, monitoring, inspection and test activities specific to service and the criteria for acceptance; 

· records needed to provide evidence that the realization processes and resulting service fulfill requirements; and,

· planning output is in a suitable form for methods of operation.

Determination of requirements related to service (ISO 9001:2000, 7.2.1 – Part 2 of 3):
Requirements related to the service are determined, including:

· requirements specified by the customer, including the requirements for delivery and post-delivery activity;

· requirements not stated by the customer but necessary for specified use or known and intended use;

· statutory and regulatory requirements related to the service; and,

· determination of any additional requirements.

Review of requirements related to service (ISO 9001:2000, 7.2.2 – Part 2 of 3):
Requirements related to our service are reviewed through our repair order and invoice documentation.  This review is conducted prior to providing service to our customers, and ensures that:

· service requirements are defined;

· contractual or order requirements differing from those previously expressed are resolved; 

· the organization has the ability to meet the defined requirements; and,

· records of the results of review and actions arising from this review are maintained.

When our customers do not provide documented requirements, customer requirements are confirmed before acceptance.

Where service requirements get changed, we ensure that relevant documents are amended and that relevant personnel are made aware of the changed requirements.

Customer communication (ISO 9001:2000, 7.2.3 – Part 2 of 3):

Effective arrangements for communication with customers relating to the following are determined and implemented:

· product/service information;

· inquiries, contracts or order handling, including amendments; and,

· customer feedback, including customer complaints.

Design and development (ISO 9001:2000, 7.3 – Part 2 of 3):


Excluded – Not part of basic business process

Purchasing (ISO 9001:2000, 7.4 – Part 2 of 3):
Purchasing process (ISO 9001:2000, 7.4.1 – Part 2 of 3): 
Purchasing processes (see P4015-L1: Procurement Process, P4016-L1: Vendor Evaluation and Selection, and P3002-L1: Manage Inventory as they relate to servicing a vehicle) are controlled to ensure purchased product conforms to specified purchase requirements.  The type and extent of control applied to suppliers and purchased products are dependent upon the effect of the purchased product on subsequent service realization or the final product and/or service.

Suppliers are evaluated and selected based on (as available to us, albeit limited with respect to automobile manufacturers) their ability to supply product in accordance with requirements.  Criteria for selection, evaluation and re-evaluation and any necessary actions arising from the evaluation are maintained.

Purchasing information (ISO 9001:2000. 7.4.2 – Part 2 of 3):

Purchasing information describes the product/service to be purchased, including where appropriate:

· requirements for approval of product, procedures, processes, and equipment;

· requirements for qualification of personnel (if any); and,

· quality management system requirements.

The adequacy of specified purchasing requirements prior to their communication to suppliers is ensured.

Verification of purchased product/service (ISO 9001:2000, 7.4.3 – Part 2 of 3):

Inspection or other activities necessary for ensuring that purchased product/service meet specified purchase requirements are established and implemented (when required).  Where verification of purchased product/service is intended at suppliers’ premises, including customer verification of such product/service, the verification activity and the method of product release are stated in the purchasing information.

Control of service provision (ISO 9001:2000, 7.5.1 – Part 2 of 3):

Service operations are planned and carried out under controlled conditions, including, as applicable:

· the availability of information that describes the characteristics of the service;

· the availability of work instructions;

· the use of suitable equipment;

· the availability and use of monitoring and measuring devices;

· the implementation of monitoring and measurement; and,

· the implementation of release, delivery and post-delivery activities.

Fitzgerald documents service and/or repair completion.  

Validation of processes for production provision (ISO 9001:2000, 7.5.2 – Part 2 of 3):

Where the resulting outputs cannot be verified by subsequent monitoring or measurement production processes are validated as applicable (see statement below).  This includes any processes where deficiencies become apparent only after our product/service is in use or has been delivered.  Validation demonstrates the ability of these processes to achieve planned results.  Arrangements are established for these processes including, as applicable:

· defined criteria for review and approval of the processes;

· approval of equipment and qualification of personnel;

· use of specific methods and procedures;

· requirements for records; and,

· revalidation.

Painting is a special process and is controlled in accordance with manufacturers’ requirements only.  Validation is accomplished visually.


Identification and traceability (ISO 9001:2000, 7.5.3 – Part 2 of 3):

Product/service is identified, where appropriate, by suitable means throughout our processes via the repair order number and/or the vehicle identification number (VIN).  Service status is identified with respect to monitoring and measuring requirements.  Where traceability is a contractual requirement, a unique identification is assigned and controlled.

Customer property (ISO 9001:2000, 7.5.4 – Part 2 of 3):

Care is exercised with customer property while under our control or being used.  Customer property provided for use or incorporation into product or service is identified, verified, protected and safeguarded.  Customer property that is lost damaged, or otherwise found to be unsuitable for use is recorded (repair order) and reported to the customer.

When customer property is lost, damaged, or unsuitable for use, Fitzgerald notifies the customer with the following information:

· Identification of the lost, destroyed or damaged property;

· The time and origin of the lost, damaged or destroyed property; and,

· Corrective action being taken to fix and prevent future occurrences.

Preservation of service (ISO 9001:2000, 7.5.5 – Part 2 of 3):

Service conformity during internal processing and delivery to its intended destination is preserved.  This includes identification, handling, packaging, storage and protection.  Preservation also applies to constituent product parts.

The Process Owner has responsibility and authority for establishing, documenting, implementing, and maintaining preservation of products.  Others may also be assigned to carry out related work assignments as directed.

Handling – products/services are handled in accordance with manufacturers’ suggestions or as appropriate to prevent damage and/or deterioration as necessary.    

Storage – received items are stored in designated areas until required.

Packaging – specific packaging requirements as specified by the customer or Fitzgerald are used. 

Preservation – due care is exercised to prevent product deterioration.

Delivery – product/service is delivered by employees.

Control of measuring and monitoring devices ISO 9001:2000, 7.6 – Part 2 of 3):

The monitoring and measurements to be undertaken, and the monitoring and measuring devices needed to assure conformity of service requirements are determined (see P4023-L1, Calibration Process).  Processes are established to ensure that monitoring and measurement can be carried out and are carried out in a manner consistent with the monitoring and measurement requirements. Where necessary to ensure valid results, measuring equipment is:

· calibrated or verified at specified intervals, or prior to use, against measurement standards traceable to international or national measurement standards; where no such standards exist, the basis used for calibration is recorded;

· adjusted or re-adjusted as necessary;

· identified to enable the calibration status to be determined;

· safeguarded from adjustments that would invalidate the measurement result; and,

· protected from damage and deterioration during handling, maintenance and storage.

Appropriate action is taken on equipment and any product/service affected when calibration results reveal nonconformance to requirements.  The validity of the measurements taken with devices when the equipment is found not to conform to requirements are assessed and recorded.  Records of the results of calibration and/or verification are maintained.

When used in the monitoring and measurement of specified requirements, the ability of computer software to satisfy the intended application is confirmed to the extent available to us.  This is undertaken prior to initial use and reconfirmed as necessary. 

SELL A PART




     (ISO Clause 7; Part 3 of 3)

1.0
Purpose and scope

This section of the FMS Manual (FMSM) describes our basic business process for selling parts and addresses the requirements set forth in ISO 9001:2000, Clause 7 (Product Realization) related to that portion of our business.

2.0
Responsibilities and authorities

The responsibility and authority for carrying out FMS activities related to this section have been assigned to the Parts Managers at our various locations with guidance from its process owner, Rusty Tavenner (and/or his designee).  Associates have the responsibility to carry out their work assignments in accordance with our quality policy and documented management system.  Associates have been granted the freedom and authority to complete the activities assigned in order to meet specified requirements.

3.0
Associated documents

P3001-L1
Sell A Part Counter Process

P3002-L1
Manage Inventory

P3003-L2
Special Order Parts Process

P3004-L1
Price Parts

4.0
Sell A Part

Planning parts sales (ISO 9001:2000, 7.1 – Part 3 of 3):

The processes needed to sell parts are planned and developed (see above references), and are consistent with the requirements of the other processes within the Fitzgerald management system.  In planning the sell a part process, the following are determined, as appropriate:

· quality objectives and requirements for selling parts (as appropriate);

· the need to establish processes, documents, and provide resources specific to selling parts;

· required verification, validation, monitoring, inspection and test activities specific to selling parts and the criteria for acceptance; 

· records needed to provide evidence that the sell a part process and resulting sales fulfill requirements; and,

· planning output is in a suitable form for methods of operation.

Determination of requirements related to selling parts ISO 9001:2000, 7.2.1 – Part 3 of 3):
Requirements related to selling parts are determined, including:

· specified customer requirements, including requirements for delivery and/or post-delivery (if any);

· requirements that the customer didn’t tell us about but that are necessary for the part’s specified use or intended use where known;

· statutory and regulatory requirements related to the parts; plus,

· any additional requirements that we determine are necessary.

Review of requirements related to selling parts (ISO 9001:2000, 7.2.2 – Part 3 of 3);
Requirements related to selling parts are reviewed.  This review is conducted prior to providing parts to our customers, and ensures that:

· parts requirements are defined;

· contractual or order requirements differing from those previously expressed are resolved; 

· the organization has the ability to meet the defined requirements; and,

· records of the results of review and actions arising from this review are maintained.

When our customers don’t provide written requirements (which is quite often the case), their requirements are confirmed with them before accepting an order.

Where and when the requirements for parts get changed, we ensure that relevant documents are amended (where available) and that relevant personnel are made aware of the changes.

Customer communication ISO 9001:2000, 7.2.3 – Part 3 of 3):

Effective arrangements for communicating with customers related to the following are determined and implemented within parts sales:

· pertinent parts information;

· inquiries, orders or order handling, including changes and/or amendments; and,

· customer feedback, including customer complaints (if any).

Design and development (ISO 9001:2000, 7.3 – Part 3 of 3):


Excluded – Not part of our basic business process

Purchasing (ISO 9001:2000, 7.4 – Part 3 of 3):
Purchasing process (ISO 9001:2000, 7.4.1 – Part 3 of 3):
Purchasing processes (see P4015-L1: Procurement Process, P4016-L1: Vendor Selection and Evaluation, and P3002-L1: Manage Inventory as they relate to selling  parts) are controlled to ensure purchased product conforms to specified purchase requirements.  The type and extent of control applied to suppliers and purchased product is dependent upon the effect of the purchased product on subsequent service realization or the final product and/or service.

Suppliers are evaluated and selected based (as available to us, albeit limited with respect to automobile manufacturers and/or other sole source suppliers) on their ability to supply product in accordance with requirements.  Criteria for selection, evaluation and re-evaluation and any necessary actions arising from the evaluation are maintained (as available to us, albeit limited with respect to automobile manufacturers).

Purchasing information (ISO 9001:2000, 7.4.2 – Part 3 of 3):

Purchasing information describes the parts to be purchased, including where appropriate:

· requirements for approval of product, procedures, processes, and equipment;

· requirements for qualification of personnel; and,

· FMS requirements.

The adequacy of specified purchasing requirements prior to their communication to suppliers is ensured.

Verification of purchased product (ISO 9001:2000, 7.4.3 – Part 3 of 3):

Inspection or other activities necessary for ensuring that purchased parts meet specified purchase requirements are established and implemented.  Where verification of purchased product is intended at suppliers’ premises, including customer verification of such product, the verification activity and the method of product release are stated in the purchasing information.

Control of parts sales provision (ISO 9001:2000, 7.5.1 – Part 3 of 3):

Parts sales operations are planned and carried out under controlled conditions, including, as applicable:

· the availability of information that describes the characteristics of the sale;

· the availability of work instructions;

· the use of suitable equipment;

· the availability and use of monitoring and measuring devices;

· the implementation of monitoring and measurement; and,

· the implementation of release, delivery and post-delivery activities.

Fitzgerald documents part sales completion.  

Validation of processes for parts sales provision (ISO 9001:2000, 7.5.2 – Part 3 of 3):

There are no processes in selling parts where processes require validation.


Identification and traceability (ISO 9001:2000, 7.5.3 – Part 3 of 3):

Product is identified, where appropriate, by suitable means throughout our processes.  Sales status is identified with respect to monitoring and measuring requirements.  Where traceability is a contractual requirement, a unique identification is assigned and controlled.

Customer property (ISO 9001:2000, 7.5.4 – Part 3 of 3):

Care is exercised with customer property while under our control or being used as appropriate.  

Customer property is not usually provided for use or incorporation into the sale of a part; however, items such as radios are handled as customer property.

When customer property is lost, damaged, or unsuitable for use, Fitzgerald notifies the customer with the following information:

· Identification of the lost, destroyed or damaged property;

· The time and origin of the lost, damaged or destroyed property; and,

· Corrective action being taken to fix and prevent future occurrences.

Preservation of parts (ISO 9001:2000, 7.5.5 – Part 3 of 3):

Part conformity during internal processing and delivery to its intended destination is preserved.  This includes identification, handling, packaging, storage and protection.  Preservation also applies to constituent product parts.

The Process Owner has responsibility and authority for establishing, documenting, implementing, and maintaining preservation of products.  Others may also be assigned to carry out related work assignments as directed.

Handling – parts are handled in accordance with manufacturers’ suggestions or as appropriate to prevent damage and/or deterioration as necessary.    

Storage – received items are stored in designated areas until required.

Packaging – specific packaging requirements as specified by the customer or Fitzgerald are used. 

Preservation – due care is exercised to prevent product deterioration.

Delivery – parts are delivered by associates.

Control of measuring and monitoring devices (ISO 9001:2000, 7.6 – Part 3 of 3):

There is no measuring and/or monitoring devices currently used in the sell a part process.

There is no measuring and/or monitoring computer software currently used in the sell a part process.

MEASUREMENT, ANALYSIS, AND IMPROVEMENT
 (ISO Clause 8)
1.0
Purpose and scope 

This section of the FMS Manual (FMSM) addresses the requirements set forth in Section 8 - Element 8.1 through 8.5.4 (Measurement, Analysis and Improvement) of ISO 9001:2000.  The Fitzgerald Management System (FMS) described is tailored to correspond with the requirements of the Standard.

2.0
Responsibilities and authorities

The responsibility and authority for carrying out FMS activities related to this element have been assigned to the Management Representative.  All associates have the responsibility to carry out their work assignments in accordance with the quality policy and quality system procedure documentation.  Associates have been granted the freedom and authority to complete the activities assigned in order to meet specified requirements.

3.0
Associated documents

P4004-L1
Internal Audits

P4005-L1
Corrective Action

P4008-L1
Improve Continually

P4011-L1
Preventive Action

P4018-L1
Control of Nonconforming Product

P5001-L1
Customer Complaint/Recovery

P5004-L1
Manage Customer Satisfaction

4.0
Measurement, analysis and improvement


General requirements (ISO 9001:2000, 8.1):

Fitzgerald has planned and implemented monitoring, measuring, analysis and improvement processes needed to:

· demonstrate conformity of products and services;

· ensure conformity of the Fitzgerald system; and,

· continually improve the Fitzgerald system effectiveness.

This includes determination of applicable methods, including statistical techniques, and the extent of their use. 

Customer satisfaction (ISO 9001:2000, 8.2.1):

As one of the measurements of performance of our system, the organization monitors information relating to customer perception as to whether customer requirements have been fulfilled.  The methods for obtaining and using this information are determined through customer feedback surveys at the time of transaction and other sources of customer-related information.

Internal audit ISO 9001:2000, 8.2.2):

Periodic internal audits (see P4004-L1, Internal Audit) are conducted at least once annually at planned intervals to determine whether the Fitzgerald Management System:

· conforms to the planned arrangements, to the requirements of ISO 9001:2000, and to the Fitzgerald system requirements established by the organization; and,

· is effectively implemented and maintained.

Our audit program is planned that takes into consideration the status and importance of the processes and areas to be audited, as well as the results of previous audits.  The audit criteria, scope, frequency and methods are defined.  Selection of auditors and conduct of audits ensures objectivity and impartiality of the audit process.  Auditors do not audit their own work.

The responsibilities and requirements for planning and conducting audits, and for reporting results and maintaining records, are defined in a documented procedure.

The management responsible for the audited area ensures that actions are taken without undue delay to eliminate detected nonconformities and their causes.  Follow-up activities include the verification of the actions taken and the reporting of verification results.

Monitoring and measurement of processes (ISO 9001:2000, 8.2.3):

Suitable methods are applied for monitoring and, where applicable, measuring the Fitzgerald system processes.  These methods demonstrate the ability of our processes to achieve planned results.  When planned results are not achieved, correction and corrective actions are taken, as appropriate, to ensure conformity of the product.

Monitoring and measurement of product/service (ISO 9001:2000, 8.2.4):

The characteristics of our service are monitored and measured to verify that requirements are fulfilled.  This is completed at appropriate stages of the service realization process in accordance with planned arrangements.

Evidence of conformity with the acceptance criteria is maintained.  Records indicate the person(s) authorizing release of product/service.

Service release and delivery do not proceed until all the planned arrangements have been satisfactorily completed, unless otherwise approved by a relevant authority, and where applicable by the customer.

Control of nonconforming product/service (ISO 9001:2000, 8.3):

Product/service that does not conform to requirements is identified and controlled to prevent its unintended use or delivery (see P4018-L1: Control of Nonconforming Product).  The controls and related responsibilities and authorities for dealing with nonconforming product are defined in a documented procedure.

Nonconforming service is dealt with by one or more of the following manners:

· by taking action to eliminate the detected nonconformity;

· by authorizing its use, release or acceptance under concession by a relevant authority and, where applicable, by the customer; and,

· by taking action to preclude its original intended use or application.

Records of the nature of nonconformities and any subsequent actions taken, including concessions obtained, are maintained.

When nonconforming service is corrected, it is subject to re-verification to demonstrate conformity to the requirements.

When nonconforming service is detected after delivery or use has started, actions are taken appropriate to the effects, or potential effects, of the nonconformity. 
Analysis of data (ISO 9001:2000, 8.4):
The determination of, collection, and analysis of appropriate data is completed to demonstrate the suitability and effectiveness of the Fitzgerald system, and to evaluate where continual improvement of our system can be made.  This includes data generated as a result of monitoring and measurement and from other relevant sources.

The analysis of data provides information relating to:

· customer satisfaction;

· conformance to product/service requirements;

· characteristics and trends of processes and products/services including opportunities for preventive action; and,

· suppliers.

Improve Continually (ISO 9001:2000, 8.5.1):

The effectiveness of the quality management system is continually improved through the use of the following (see P4008-L1, Improve Continually):  

· quality policy;

· quality objectives;

· audit results;

· analysis of data;

· corrective and preventive actions; and,

· quality system review.
Corrective Action (ISO 9001:2000, 8.5.2):

Corrective action (see P4005-L1, Corrective Action) is taken to eliminate the cause of nonconformities in order to prevent recurrence.  Corrective actions are appropriate to the impact of the problems encountered.  

A documented procedure for corrective action is established defining requirements for: 

· reviewing nonconformities (including customer complaints);

· determining the causes of nonconformities;

· evaluating the need for action to ensure that nonconformities do not recur;

· determining and implementing action needed;

· records of the results of actions taken;

· reviewing corrective actions taken including other related process areas to assess existing and/or potential vulnerability.

Preventive Action (ISO 9001:2000, 8.5.3):

Preventive action (see P4011-L1, Preventive Action Process) is determined to eliminate the causes of potential nonconformities in order to prevent occurrence.  Preventive actions are appropriate to the effects of the potential problems.  

A documented procedure for preventive action is established defining requirements for:

· determining potential nonconformities and their causes;

· evaluating the need for action to prevent occurrence of nonconformities;

· determining and implementing action needed;

· records of results of action taken; and

· reviewing preventive action taken.
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