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1. Purpose, scope and users

The purpose of this procedure is to describe all activities related to identifying and managing non-
conforming products in order to prevent its unwanted use or shipment. The procedure also defines
responsibilities and authorities related to treatment of non-conforming product and ensures
compliance with all customer-specified controls for nonconforming products.

This procedure is applied to all processes and/or areas (parts of organization) within the QMS
(Quality Management System).

Users of this document are [members of top management] of [organization name], as well as the
owner of processes in which the non-conformity occurred.

2. Reference documents

e |ATF 16949:2016, clauses 8.7, 8.7.1,8.7.1.1, 8.7.1.2.8.7.1.6, 8.7.7.1.7, 8.7.3, 10.2, 10.2.1,
10.2.2,10.2.3
e Quality Manual
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3. Managing non-conformities and corrective actions

3.1. Process flow

Reporting and consideration of non-conformities

l

3.2. Nonconformities

A nonconformity is any failure to meet the requirements of the standards, internal documentation,

incidents, during normal business operations, or on any other occasion.

An employee who notices a nonconformity must immediately notify [job title], who will record it in

3.3. Reporting and consideration of nonconformities

The non-conformity is recorded in the Non-Conforming Product Record by [job title]. The report is

Commented [16A4]: If you want to find out more about
nonconformities, see:

eUnderstanding dispositions for ISO 9001 nonconforming product
http://advisera.com/9001academy/blog/2014/11/18/understand
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* How to deal with nonconformities in an 1SO 9001 certification
audit http://advisera.com/9001academy/blog/2015/06/09/how-
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[Job title] is responsible for ensuring that all employees who deal with nonconforming and suspect

3.4. Separation, marking and storage of non-conforming products

\[Job title] ﬁeparates non-conforming product from conforming products, including suspect products\.

use and shipment. An employee in the place where the non-conformity is discovered marks the non-
conforming product.

Non-conforming raw materials and their final products are labeled with a sign reading NON-

After solving the nonconformity and performing all activities mentioned above, \[job title] enters data
3.5. Dealing with non-conforming outputs

[Top management] selects members of the Team for non-conforming outputs according to the
process in which the non-conformity has occurred or was discovered.

\Methods for dealing with non-conforming product are:

e Correction (Rework) —Performed in cases when it is possible to bring deviations from specified

e Segregation, containment, return, or suspension of provision of products and services —
Depending on the nature of the nonconformity, [job title]\ decides which of the listed actions
will be taken.

e Informing the customer — [job title] must immediately notify customers if there is a risk of

e Obtaining authorization for acceptance under concession — This is performed by [job title] by

differ from what is currently approved. Concession will be requested for a limited period of
time or quantity. The approved concession is described by [job title] in the Nonconformity
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Record, including expiration date of the concession. Following the end of the approved

The Team for non-conforming product decides which resolution method will be used and that
method is recorded in the Non-Conforming Product Record by the team leader.

3.6. Corrective actions Commented [16A11]: If you want to find out more about
corrective actions, see:

A corrective action may be initiated by any employee or, when appropriate, client, supplier or S Sies e EEaie A PrarEiie AGiETs @ Symma:

Continual Improvement

http://advisera.com/9001academy/blog/2013/10/27/seven-steps-

corrective-preventive-actions-support-continual-improvement/

Corrective actions must be appropriate to the consequences of non-conformities that can have a
negative influence on:

e Business performance of the organization

By reviewing corrective actions, [job title] ensures that consequences of the corrective action do not

3.7. Implementation of corrective actions

A corrective action is implemented in the following way:

step « - - - - ——
1. Anyone with a role in the QMS
2. Defining the scope of non-conformity by Process owner together with [job title]

3. Containment actions that immediately

4. ldentifying cause of non-conformity Person responsible for resolving non-
conformity
5.
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6. Planning corrective action

Person responsible for the area/process where
the non-conformity has been identified

7. Implementing corrective action

Person responsible for the area/process where
the non-conformity has been identified

Each of the above steps must be recorded in the Corrective Action Record.

3.8. Problem solving

e Aclaim is received from a customer
e Warranty failure ratio of delivered products exceeds what was agreed to by the customer

e Field failures

[Job title] will appoint a problem-solving leader for each specific problem. That person must follow

4. Managing records kept on the basis of this document

Commented [16A12]: Adapt to your specific company, supply
chain, customer-specific request. For customer claims it will be
necessary to open an 8D analysis.

Commented [16A13]: If the record is in electronic form, write
the name of the folder on [job title]’s computer.

Storage
Record name Code Retention . Responsibility
i Location
time

office of [job

Nonconformity Record PR.14.1 2 years [_ U [job title]
title]]
Registry and Status of fHiiceiofjob
Nonconformities and Corrective PR.14.2 2 years title]] [job title]
Actions
i [office of [job o

Problem Solving 8D Template PR.14.3 2 years title]]\ [job title]
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Commented [16A14]: Adapt to your organization, can be for
example 10 years for safety characteristics — see your customer/
OEM requirements.

End of life + n | [office of [job L
Lesson Learned Template PR.14.4 : [iob title]
years\ title]]
. End of life + n | [office of [job i i
Report of Warranty Failures PR.14.5 i [job title]
years title]]
Warranty Incidents Analysis End of life + n | [office of [job o
PR.14.6 . [job title]
Report years title]]
5. Appendices
e Appendix 1 — Nonconformity Record
e Appendix 2 — Registry and Status of Nonconformities and Corrective Actions
e Appendix 3 — Problem Solving 8D Template
e Appendix 4 — Lesson Learned Template
e Appendix 5 — Report of Warranty Failures
e Appendix 6 — Warranty Incidents Analysis Report
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