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Introduction 

Quality Name Plate, Inc. has been manufacturing name plates, labels and related identification products 
since 1949. QNP operates in 36,000 square foot facility that straddles Roaring Brook in East 
Glastonbury, Connecticut. Our skilled employees use a variety of processes and technologies to print 
and machine products for customers around the world, including Hamilton Sundstrand, Whelen 
Engineering, and Pratt & Whitney.  

 

Training, Open Communication 

All employees at QNP are encouraged to upgrade their skills and understanding of our products and 
their applications. In addition, we continuously train our employees in the procedures and specific tasks 
that comprise our QMS. We encourage open communication through daily contact between all levels of 
our organization.  

Employee Shared Responsibility 

Quality is a shared responsibility among our employees. Our employees are often called upon to 
perform additional duties outside of the realm of their normal responsibilities. All personnel are 
encouraged to hold and question the processing of an order if they perceive a discrepancy between the 
quality of our product and the customer's requirements. 
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Quality Assurance Process 

Quality assurance at QNP begins with inbound material inspection for an accurate description of our 
inventory. We emphasize a thorough understanding of the material requirements for each of our 
customers; detailed order entry assures that customer material requirements are adequately defined and 
documented, and that the material specifications of the customer are met. 
 
Once a sales order has been released for processing, the Vice President, President, and Department 
Supervisors work closely with production employees to ensure that products will meet the customer's 
requirements. 
 
We maintain our quality standards during packaging and shipping. Our products are packaged based 
upon mode of transport, final shipping destination, and customer requirements. 
 
 
                                                                                                               Craig O. Garneau 
                                                                                                               President 

Authorization and Distribution Policy 

The title block topics referenced in this quality manual correspond to the clauses of AS9100 Revision D.  
 
This quality manual has been drafted and published under the authority of QNP’s Top Management for 
the purpose of communicating the structure of our Quality Management System. This Quality Manual will 
be updated to reflect changes in our policies or quality management practices as needed. 
 
This Quality Manual has been published as a pdf which can be accessed by any electronic device with 
Adobe Acrobat Reader or equivalent software. It available to all QNP customers, suppliers, and 
company personnel through a hyperlink available at qnp.com/as9100.  The online version of this Quality 
Manual is the controlled version and most current revision. Printed copies of this document are for 
reference only and are uncontrolled. Before using an uncontrolled document, it is the holder’s 
responsibility to verify that the revision is current. 

 

Abbreviations and Acronyms  

QNP Quality Name Plate, Inc. 

QMS Quality Management System 

DQR Designated Supplier (Quality) Representative 

KPI Key Performance Indicator 

MRB Material Review Board 

MRM Management Review Meeting 

 

 

 



QM-44-01 rev A: QNP Quality Management System Manual 

4. CONTEXT OF THE ORGANIZATION 
 

4.1 Understanding the Organization and Its Context 

QNP’s management has identified the external and internal issues that are relevant to the purpose and 
strategic direction of our company, and maintains a list of those issues in our Process Management 
database. Actions taken to monitor and review information about these internal and external issues are 
documented during Management Review Meetings and in our Organizational Awareness Log. 

Below are of some of the external and internal issues identified in our Process Management 
Database: 

The recruiting of qualified employees 

Ensuring availability of the materials and supplies used in our products 

The ever changing needs of our customers  

The new technologies available for our industry and the skills required to use them 

Ensuring the security of our computer network and protecting our customers’ information 

 

4.2 Understanding the Needs and Expectations of Interested Parties 

QNP’s management has identified the interested parties relevant to our QMS and maintains a list of 
those parties and their requirements in our Process Management database. Actions taken to monitor 
and review information about these interested parties and their requirements are documented during 
Management Review Meetings and in our Organizational Awareness Log. 

Below are of some of the interested parties identified in our Process Management Database 

Top Management Community and Government 

Employees Regulatory Agencies 

Customers Competition 

Suppliers Banks/Financing 
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4.3 Determining the Scope of the Quality Management System 

In consideration of the internal and external issues referred to in 4.1,  the interested parties referred to in 
4.2, and the products manufactured by our company, QNP’s management has determined the scope 
our QMS to be; 
 

The manufacture of nameplates, labels, and related identification 
products to customer specifications and requirements. 

Justification for the non-applicability or limited applicability of specific clauses of AS9100D 

The following clauses are not applicable or have limited applicability to the scope of QNP's Quality 
Management System: 

Clause Applicability Justification 

8.1.3 - Product 
Safety 

Limited 

Historically, QNP has not processed orders for parts with 
Key/Critical/Flight Safety characteristics, or parts that require 
Frozen Processes or must meet FDA requirements. If in the future 
QNP should be asked to quote or accept an order for parts with 
any of those requirements, we would take into consideration the 
requirements of AS9100 8.1.3 to plan, implement and control the 
process needed to assure product safety during the entire product 
life cycle. 

8.3 - Design & 
Development of 
Products and 
Services 

N/A 
QNP produces parts to customer specifications and requirements - 
i.e. from customer produced blueprints and designs.   
QNP does not perform or offer design services. 

8.5.1 f & 
8.5.1.2 
Validation and 
Control of 
Special 
Processes 

Limited 

QNP does not perform any special processes (i.e. processes 
where the resulting output cannot be verified by subsequent 
monitoring or measurement.) However, QNP does periodically 
order materials that require special processes (anodizing and 
annealing) from suppliers.  These special process materials are 
controlled through our Purchasing and Receiving Inspection 
process.  

8.5.5 Post-
Delivery 
Activities 

Limited 

Due to the nature of our products and the scope of our QMS, QNP 
does not collect or analyze in-service data, or offer technical 
documentation relating to product use, maintenance, repair or 
overhaul. QNP will replace any nonconforming parts detected after 
delivery, however we do not offer post-delivery support, 
maintenance, or supplementary services such as recycling. 
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4.4 Quality Management System and Its Process 

QNP has identified 6 key processes to define the structure of our QMS. 
 
The inputs and outputs for these processes are outlined on turtle diagrams that are maintained in our 
Process Management database and posted on process specific goal boards in our office.  

Process Name Process Owner 

1. Contract Review Vice President of Sales 

2. Quality Planning/Engineering Vice President of Sales 

3. Purchasing/Receiving Inspection Quality Assurance Manager/Purchasing Manager 

4. Production President/Production Manager 

5. In process & Final Inspection Quality Assurance Manager 

6. Quality Management System Quality Assurance Manger  

4.4.1 

In order to properly manage our processes, QNP has; 

Requirement Evidence/Explanation 

a) Determined their expected inputs and 
outputs  

As documented in turtle diagrams stored in our Process 
Management Database and posted on our Process Goal 
Boards 

b) Determined their sequence and 
interaction 

As shown in the “Process Interactions at QNP” chart in 
this Quality Manual. 

c) Determined and applied the criteria and 
methods to ensure their effective operation 
and control 

As defined by the KPI’s and process goals maintained in 
our Process Management Database and posted on our 
Process Goal Boards. 
 
Reviewed for suitability and updated during Management 
Review Meetings. 

d) Determined the resources needed 

As determined by the process owners and communicated 
to QNP’s Top Management. 
 
Reviewed during Management Review Meetings. 

e) Assigned responsibilities and authorities 

Process owners are defined in our Process Management 
Database and posted on Process Goal Boards. 
 
Process authorities and responsibilities for specific 
employees are documented in our Employee Training 
Database. 
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f) Addressed the risks and opportunities as 
determined in accordance with the 
requirements of clause 6.1 

As documented in the Risks and Opportunities table of 
our Process Management Database. 

g) Evaluated them and implemented any 
necessary changes to ensure they achieve 
their intended results 

Metrics regarding on time delivery and quality ratings are 
collected monthly, and posted on the Process Goal 
Boards. 
 
Changes/updates to processes are made in a controlled 
manner under the direction of the Process Owners and 
Top Management to minimize the risk of unintended 
consequences. 

h) Make continual improvements to them 
Continual improvement actions and plans for future 
actions are documented and posted on the Process Goal 
Boards as appropriate. 
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Process Interactions at QNP 
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Mapping QNP’s processes to the clauses of 
AS9100D 
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4. CONTEXT OF THE ORGANIZATION 

4.1  Understanding the Organization and Its Context      X  

4.2  Understanding the Needs and Expectations of Interested 
Parties  

     X  

4.3  Determining the Scope of the Quality Management System      X  

4.4  Quality Management System and Its Processes      X  

5. LEADERSHIP 

5.1  Leadership and Commitment       X  

5.2  Policy       X  

5.3  Organizational Roles, Responsibilities, and Authorities      X  

6. PLANNING 

6.1  Actions to Address Risks and Opportunities      X  

6.2  Quality Objectives and Planning to Achieve Them       X  

6.3  Planning of Changes       X  

7. SUPPORT 

7.1  Resources      X  

7.2  Competence       X  

7.3  Awareness      X  

7.4  Communication      X  

7.5  Documented Information      X  

8. OPERATION 

8.1  Operational Planning and Control  X      

8.2  Requirements for Products and Services  X       

8.3  Design and Development of Products and Services        X 

8.4  Control of Externally Provided Processes, Products, and 
Services  

  X     

8.5  Production and Service Provision    X    

8.6  Release of Products and Services     X   

8.7  Control of Nonconforming Outputs       X  

9. PERFORMANCE EVALUATION 

9.1  Monitoring, Measurement, Analysis, and Evaluation      X  

9.2  Internal Audit      X  

9.3  Management Review      X  

10. IMPROVEMENT 

10.1  General       X  

10.2  Nonconformity and Corrective Action       X  

10.3  Continual Improvement      X  
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5. LEADERSHIP 
 

5.1 Leadership and Commitment 

5.1.1 General 

 
QNP’s top management demonstrates leadership and commitment with respect to our QMS by: 
 

Requirement Evidence Seen In 

a) Taking accountability for the effectiveness of the QMS.  

 Management Review Meetings 
 

 Daily Production Meetings 
 

 Periodic Workforce Planning 
Meetings 

 

 Day to day interaction with all levels 
of the organization 

 

 Process ownership 
 

 Ensuring process goal boards are 
maintained and updated 

b) Ensuring that QNP’s quality policy and quality goals are 
established, relevant, and compatible with the QNP’s context 
and strategic direction. 

c) Ensuring the integration of the QMS requirements into our 
business processes. 

d) Promoting the use of the process approach and risk-based 
thinking. 

e) Ensuring that the resources needed for the QMS are 
available. 

f) Communicating the importance of effective quality 
management and of conforming to QMS requirements. 

g) Ensuring that the QMS achieves its intended results. 

h) Engaging, directing, and supporting persons to contribute 
to the effectiveness of the QMS. 

i) Promoting Improvement 

j) Supporting our other managers to demonstrate leadership 
as it applies to their areas of responsibility. 
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5.1.2 Customer Focus 

QNP’s top management demonstrates leadership and commitment with respect to customer focus by 
ensuring that: 

Requirement Evidence 

a) Customer and applicable statutory and 
regulatory requirements are determined, 
understood and consistently met. 

An open flow of communication is maintained with 
our customers as part of our Contract Review 
process. 
 
Customer specifications and links to online data 
are controlled through our external document 
policies. 
 
Employee training and actions taken to enhance 
understanding of customer requirements are 
logged in our Organization Awareness database. 

b) The risks and opportunities that can affect the 
conformity of our products, and our ability to 
enhance customer satisfaction are determined and 
addressed. 

The evaluation of risks and opportunities are 
documented in our Process Management 
database and posted on our process goal boards. 

c) A focus on enhancing customer satisfaction is 
maintained. 

Customer report cards and feedback are posted 
on our Customer Perception Goal Board. 
 
As documented in OP-91-01, Customer 
Satisfaction 

d) Product conformity and on-time delivery 
performance is measured and appropriate action 
is taken if planned results are not, or will not be, 
achieved. 

Data is collected and posted monthly on our On-
Time Delivery, and Quality Rating goal boards 

 

5.2  Policy 

5.2.1 Establishing the Quality Policy 

QNP’s top management has established a quality policy that is appropriate to the purpose and context 
of our business. 
 

Quality Name Plate strives to meet or exceed the needs of its 
customers in terms of delivery, quality, and overall customer 
satisfaction, and to continuously improve its quality management 
system. 
 
This quality policy has been established and implemented by QNP’s top management in alignment with 
our company’s purpose and strategic direction. This quality policy is reviewed for suitability during our 
Management Review Meetings, so that it can be revised or updated as needed. 
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QNP’s Quality Policy; 

Requirement Explanation 

a) Is appropriate to the purpose and 
context of our business and supports 
its strategic direction 

QNP’s Top Management has determined that the best way to 
maintain a profitable, sustainable business as a nameplate 
manufacturer is to focus on customer needs and expectations to 
satisfy their delivery, quality and other requirements.  

b) Provides a framework for setting 
quality objectives. 

Per our quality policy, On Time Delivery and Quality Metrics are 
the primary metrics used to evaluate the performance of our 
QMS and its processes. These Quality and Delivery goals are 
also incorporated into the methods we used to monitor customer 
perception and satisfaction. 

c) Includes a commitment to satisfy 
applicable requirements.  

The quality policy statement specifically references the needs of 
our customers, however this should be interpreted to include all 
the applicable requirements that are flowed down by our 
customers and regulatory agencies.  

d) includes a commitment to the 
continual improvement of our QMS 

QNP’s commitment to the continual improvement of our QMS is 
now stated directly in the quality policy. 

5.2.2 Communicating the Quality Policy 

QNP’s Top Management has ensured that our quality policy is; 

a) Available and maintained 
as documented information. 

Our “FileMaker Menu” (the starting point for access to our network of 
FileMaker databases) shows our quality policy and contains a detailed 
explanation of what it means and how it provides a framework for our 
quality goals.  

b) Communicated, 
understood, and applied 
within the organization 

Signs and stickers that communicate our quality policy have been posted 
throughout the factory and office. 

Our quality policy is discussed and frequently incorporated into employee 
training sessions. 

c) Be available to relevant 
interested parties as 
appropriate 

Is available to interested parties in this quality manual which is accessible 
online at qnp.com/as9100. 
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5.3 Organizational Roles, Responsibilities, and Authorities 

QNP’s top management ensures that responsibilities and authorities for relevant roles are assigned, 
communicated, and understood. Top management has assigned the responsibility and authority for: 

Requirement Owner As Evidenced by 

a) Ensuring that the QMS 
conforms to the requirements of 
AS9100D 

The Quality Assurance 
Manager 

Responsibilities are documented 
in our Job Descriptions, and the 
authority granted to personnel 
regarding specific processes and 
activities is documented in our 
Employee Training Database. 
 
Process owners are identified in 
our Process Management 
Database and posted on our 
Process Goal Boards. 
 
See below for QNP’s organization 
chart. 

b) Ensuring that the processes 
are delivering their intended 
outputs 

The President/Management 
Representative and supported 
by the process owners 

c) Reporting on the performance 
of the QMS and on opportunities 
for improvement 

The Quality Assurance 
Manager and supported by the 
process owners 

d) Ensuring the promotion of 
customer focus throughout QNP 

The President/Management 
Representative 

e) Ensuring that the integrity of 
the QMS is maintained when 
changes to the QMS are planned 
and implemented. 

The Quality Assurance 
Manager 

 

QNP Organizational Chart 
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QNP’s Management Representative 

QNP’s President, Craig Garneau, is our Management Representative. He has the responsibility and 
authority for oversight of the requirements of our QMS. QNP’s Management Representative has the 
organizational freedom and unrestricted access to top management to resolve quality management 
issues.  In Craig’s absence, Barry Ralston, QNP’s Vice President of Sales, would serve as our 
Management Representative. 

            ` 

6. PLANNING 
 

6.1 Actions to Address Risks and Opportunities 

6.1.1 

In planning our QMS, QNP has considered the issues referred to in 4.1 and the requirements referred to 
in 4.2, and determined the risks and opportunities to be addressed in order to; 

Requirement Evidence 

a) Give assurance that our QMS can achieve its 
intended results 

As documented in our Process Management 
Database and posted on our Process Goal 
Boards 

b) Enhance desirable effects 

c) Prevent, or reduce undesired effects 

d) Achieve improvements 

6.1.2 

The actions taken to address risks and opportunities are proportionate to the potential impact they have 
on the conformity of our products. 
 
QNP plans; 

Requirement Evidence 

a) Actions taken to address these risks and opportunities As documented in our Process Management 
Database and posted on our Process Goal 
Boards. 
 
Reviewed during Management Review 
Meetings and through Internal Audits as 
appropriate. 

b1) How to integrate and implement the actions into our 
processes 

b2) How to evaluate the effectiveness of these actions 

 

 

 

 



QM-44-01 rev A: QNP Quality Management System Manual 

6.2 Quality Objectives and Planning to Achieve Them 

6.2.1 

QNP has established the quality objectives needed for our QMS. These quality objectives are; 

Requirement Evidence/Explanation 

a) Consistent with the quality policy 

QNP’s primary quality objectives are based on 
measurements of On Time Delivery, Product Quality, and 
Customer Satisfaction as stated in our quality policy. 
 
 
Other quality objectives that are specific to a process or 
department are determined and tracked by the process 
owners. 

b) Measurable 

c) Take  into account applicable 
requirements 

d) Relevant to conformity of products 
and services and to enhancement of 
customer satisfaction 

e) Monitored 

Company-wide on time delivery and quality metrics are 
updated in real time throughout the day. 
 
Process specific metrics and other trends are compiled 
monthly or as appropriate. 

f) Communicated 

Daily updates to QNP’s on time delivery and quality rating are 
posted throughout the factory and office, and are also 
available through the FileMaker menu. 
 
The status of a process specific quality objectives are posted 
on Process Goal boards maintained in the QNP office. 

g) Updated as appropriate 
At a minimum, quality objectives are reviewed for potential 
updates during Management Review Meetings. 

6.2.2 

In planning how to achieve our quality objectives, QNP has determined; 

Requirement Evidence/Explanation 

a) What will be done 

Action items to help a process achieve its quality objectives 
may be initiated by a Management Review Meeting, a 
Corrective Action Request, an Internal Audit finding, or by QNP 
Management. The resources, responsibilities, timeline, and 
evaluation of active action items is documented on our 
Process Goal Boards, MRM Action Item Board, Internal Audit 
Report Database, or Corrective Action Form as appropriate. 

b) What resources will be required 

c) Who will be responsible 

d) When it will be completed 

e) How the results will be evaluated 
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By using our Quality Policy to provide the framework, most of our quality objectives fall into four 
categories: 

Goal Category Explanation/Examples Measurement/Evaluated By 

Quality 

 Do our parts meet our customer's requirements 
and expectations? 

 Do the dimensions fall within tolerance?  

 Are they compliant to the customer's 
specifications?  

 Do they look nice?  

 Internal Escapes (Reruns) 

 Customer Complaints 

Delivery 

 Are our customers getting their parts on time?  

 Are most customers satisfied with our lead 
times? 

 Can we help out a customer in an emergency? 

 On Time Delivery 
Percentage 

 End of Day Overdue Orders 

Continuous 
Improvement 

 Can we show steady progress towards making 
our processes better? 

 Are we keeping up with our training?  

 Are we maintaining a FOD free/organized work 
environment?  

 Internal Audits 

 Management Review 
Meetings 

 Workforce Planning 
Meetings 

Safety 

Even though the word "safety" doesn't appear in the 
quality policy statement, the safety of our 
employees, guests, and customers is always a 
priority and goal. 

 Safety Committee Meetings 
and Metrics 

The end goal for all of this is to achieve a high rate of Customer Satisfaction.  We want our customers 
to know that they can rely on us to provide them with a quality product in a timely manner. 

 

6.3 Planning of Changes 

When QNP determines the need for changes to our QMS, the changes are carried out in a planned 
manner, that considers; 

Requirement Evidence/Examples 

a) The purpose of the changes and their 
potential consequences In order to reduce the risk of unintended, undesirable 

consequences, changes to our QMS are made through the 
co-operation of our Process Owners, Top Management 
and Quality Team, and documented as appropriate. 
 
When required, changes are controlled through the 
policies of OP-82-03, Change Impact Analysis. 

b) The integrity of our QMS 

c) The availability of resources 

d) The allocation or reallocation of 
responsibilities and authorities 
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7. SUPPORT 
 

7.1 Resources 

7.1.1 General 

QNP’s top management has determined and provided the resources needed for the establishment, 
implementation, maintenance and continual improvement of our QMS. Top management’s involvement 
in the day to day activities of the company ensure that resources are available as needed in regards to: 

7.1.2 People 

A directory of our employees and their roles within the company is documented in 
our Employee Training Database. 
 
QNP’s HR Director maintains a relationship with several staffing agencies to 
recruit personnel with the appropriate background as needed. 

7.1.3 
Infrastructure 

a) Buildings & Utilities 
As managed by our Maintenance Manager and 
staff 

b) Equipment, hardware & 
software 

As managed by our Machine Department 
Supervisor, Print Department Supervisor, IT 
Manager, and staff 

c) Transportation resources 
As managed by our Quality Assurance Manager 
and staff 

d) Information and 
Communication Technology 

As managed by our IT Manager and staff 

7.1.4 Environment 
for the Operation 
of Processes 

Maintenance of a suitable work environment in terms of: 

a) Social factors 
As managed by our HR Director and QNP’s Top 
Management 

b) Psychological factors 

c) Physical factors 

As managed by our Maintenance Manager, Quality 
Assurance Manager, and QNP Top Management. 
 
Ref: OP-85-01, FOD Program 

7.1.5 Monitoring 
and Measuring 
Resources 

Calipers, micrometers, and other suitable measuring equipment is available 
throughout QNP to verify the conformity of our products. 
 
The processes for the Control of Inspection, Measuring & Test Equipment is 
documented in OP-71-01 and related work instructions. 
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7.1.6 
Organizational 
Knowledge 

The organizational knowledge required for the continued operation of our 
processes is typically communicated through on the job training performed by 
supervisors and experienced employees.  When appropriate, that information is 
organized and documented in the form of an operating procedures or work 
instruction, or is entered into one of the databases we use to maintain our QMS.  

 

7.2 Competence 

The competency requirements for personnel performing work that affects the performance and 
effectiveness of our QMS is documented in the Job Description table of our Employee Training 
Database. 
 
QNP Supervisors are responsible for evaluating the competency of their personnel and identifying 
needs for training. As appropriate, training should be followed up with an objective evaluation of the 
effectiveness of the training. 
 
Records of these training activities and evaluations for effectiveness are documented for each 
employee in our Employee Training Database. 

 

7.3 Awareness 

QNP Top Management and supervisors are responsible for ensuring that all QNP employees maintain 
an awareness of: 

Awareness Requirement Examples/Explanation Available through 

a) Our quality policy 

Quality Name Plate 
strives to meet or exceed 
the needs of its 
customers in terms of 
delivery, quality, and 
overall customer 
satisfaction. 

 Documented in this Quality Manual 

 Posted on signs throughout the factory 

 Explained in the “Quality Policy” tab of 
the “FileMaker Menu” available on 
most QNP iPads and desktop 
computers 

b) Relevant quality 
objectives 

Primarily  

 On Time Delivery 

 Quality Rating (Internally 
detected escapes and 
customer complaints) 

 On time delivery and quality ratings are 
posted daily in the factory and office. 
 

 Trends in processes are updated monthly 
and posted on Process Goal Boards or are 
made available through the computer 
network. 
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c) Relevant QMS 
documentation 

 This quality manual 

 Operating Procedures 

 Work Instructions 

 Records/Forms 

 Employee Handbook 

 Safety Manual 

Accessible through the “FileMaker Menu”, 
available on any QNP desktop computer or 
iPad. 

d) Their contribution to 
product conformity Specific to each employee 

and the job functions they 
perform. 

Communicated by QNP management and 
supervisors during training or as part of 
day-to-day interactions. 

e) Their contribution to the 
effectiveness our QMS 

f) The implications of not 
conforming to our QMS 

 Harm to customers 

 Extra work/reruns 

 Loss of business 

 Damage to reputation 

g) Their contribution to 
maintaining a safe work 
environment 

As documented in the QNP Safety Manual – issued to all employees and 
available through the “FileMaker Menu”. 

h) The importance of 
ethical behavior 

As documented in the QNP Employee Handbook – issued to all 
employees and available through the “FileMaker Menu” 

 

7.4 Communication 

QNP has determined the internal and external communications relevant to our QMS, including; 

Requirement Internal External 

a) What we communicate Every effort is made to ensure that 
QMS documentation and data is 
available when and where it is 
needed.  Links to the required 
documents are available to 
employees through the FileMaker 
menu available on most QNP 
desktop computers and iPads.  
 
Information regarding process 
management is updated monthly 
and posted on the Production Goal 
Boards by the Quality Team. 

QNP provides information relevant 
to our QMS to customers, 
regulatory agencies, and other 
appropriate parties upon request. 
Our Quality Assurance Team is 
typically responsible for completing 
customer Quality Surveys, or 
facilitating customer audits and 
tours. 
 
QNP’s quality manual and top level 
operating procedures are available 
for review at qnp.com/as9100. 

b) When to communicate 

c) With whom to 
communicate 

d) How to communicate 

e) Who performs the 
communication 
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7.5 Documented Information 

The processes for creating, updated and controlling the documented information required by our QMS is 
documented in Operating Procedure, OP-75-01 Control of Documented Information. 

 

8. OPERATION 
 

8.1 Operational Planning and Control 

 
QNP plans, implements, and controls the processes needed to produce nameplates, labels and 
identification products made to customer requirements.  
 
Our Quality Planning process is documented in OP-81-01. 
 

8.1.a 

In determining the requirements for our products, the following items are considered: 

Requirement Examples/Explanation 

Personal and product 
safety 

 Special handling requirements as required 

 Per QNP’s Safety Manual 

 QNP does not produce parts with Flight Safety or Critical features. 
Should a customer ever request a part with such features, the 
appropriate controls would be established and implemented. 

 To ensure parts can be handled safely, burrs, chips, and sharp edges are 
controlled and removed per our FOD Program Operating Procedure, OP-
85-01. 

Producibility and 
inspectability 

 QNP has several established processes for printing and machining 
nameplates. New and change orders are carefully reviewed by 
experienced quality planners to determine the best method to produce 
parts. 

Reliability, availability, 
and maintainability 

 Although QNP produces parts to customer designs and specifications, we 
frequently advise customers on materials and processes to ensure that 
our products will meet durability and performance requirements. 

Suitability of materials 
used in the product 

 Materials are typically determined by customers and defined on their 
blueprints.   

 

 In cases where QNP determines that a material may not be suitable for a 
given product, QNP customer service personnel should advise the 
customer and give them the opportunity to revise their product 
requirements. 

Selection and 
development of 
embedded software 

 Not applicable 
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Product obsolescence 

 Not applicable - customers have the responsibility to advise QNP of any 
revision changes or obsoleted parts. 

Prevention, detection, 
and removal of foreign 
objects; 

 Removal of burrs, chips or rough edges 
 

 Per operating procedure, OP-85-01, FOD Program 

Handling, packaging, 
and preservation; 

 Documenting special requirements on shop order 

 Per customer supplied part marking requirements 

 Per OP-85-04 Preservation of Product 

Recycling or final 
disposal of the product 
at the end of its life. 

 Not applicable - metals and plastics to be scrapped or recycled by the 
customer as appropriate 

8.1.b - j 

Requirement Examples/Explanation 

b) Establishing the criteria for:  

 Our processes 

 The acceptance of products and services 
 

Part tolerances are typically per customer 
blueprints, specs or industry standards. 
 
Quality standards are typically defined per 
customer specs or QNP inspection procedures. 

 
QNP typically performs 100% visual inspection on 
parts, and works to customer approved sampling 
plans such as ASQR-20.1 

c) Determining the resources needed to achieve 
conformity to the product requirements and to 
meet on-time delivery requirements 

Daily production meetings are held to ensure that 
QNP’s Top Management engages with process 
owners and department supervisors to ensure that 
the appropriate resources and controls are in 
place. d) Implementing control of the processes in 

accordance with the established criteria 

e) Determining, maintaining, and retaining 
documented information to the extent necessary:  

 To have confidence that the processes have 
been carried out as planned;  

 To demonstrate the conformity of products to 
their requirements 

QNP’s shop orders (quality plans) and production 
inspection records are maintained as quality 
records in accordance with the policies of OP-75-
01, Control of Documented Information.  
 
Product status is determined in accordance with 
the policies of OP-85-02, Product Identification and 
Traceability. 

f) Determining the processes and controls needed 
to manage critical items, including production 
process controls when key characteristics have 
been identified. 

QNP does not produce parts that have key or 
critical characteristics or features whose failure 
would affect the safety of the end user. 
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g) Engaging representatives of affected 
departments for operational planning and control 

QNP engineering personnel are encouraged to 
consult with the appropriate Department 
Supervisors and other knowledgeable personnel to 
develop quality plans. Any decisions made as a 
result of this communication should be documented 
as appropriate. 

h) Determining the processes and resources to 
support the use and maintenance of the products 
and services; 

Typically non-applicable. 

i) Determining the products and services to be 
obtained from external providers; 

Products and services obtained from external 
providers are controlled per the policies of 
operating procedures, OP-84-01, Purchasing, and 
OP-84-02, Verification of Purchased Product. 

j) Establishing the controls needed to prevent the 
delivery of nonconforming products to the 
customer. 

Once identified, non-conforming product is 
controlled per the policies of operating procedure, 
OP-87-01, Control of Nonconforming Outputs. 

QNP controls planned changes and reviews the consequences of unintended changes, taking action to 
mitigate any adverse effects in accordance with the policies of  OP-82-03, Change Impact Analysis, and 
OP-82-01, Review of Contract Requirements – 7.1 Amendment to Contract 

Outsourced processes are controlled per the policies of operating procedures, OP-84-01, Purchasing, 
and OP-84-02, Verification of Purchased Product. 
 
Should QNP be required to transfer work to another facility or external source, the transfer would occur 
in a planned and controlled manner to the requirements of our QMS.  The same standards for process 
controls and product release would be maintained, and action would be taken to manage and minimize 
impact and risk. 

 

8.1.1 Operational Risk Management 

QNP has implemented a process for managing operational risks. 

Requirement Examples/Explanation 

a) Assignment of 
responsibilities for operational 
risk management  

The initial review for operational risks is performed during the steps of 
OP-82-01, Review of Contract Requirements, and OP-81-01, Quality 
Planning by customer service and planning personnel.  
 
Specific responsibilities and authority for operational risk management 
are documented in our Employee Training Database. 
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b) Definition of risk 
assessment criteria  

 Likelihood of occurrence –expressed as a percentage or rating 

 Consequence – expressed as a dollar value cost or description of 
an undesirable event. 

 Detectability – An evaluation of our ability to find the undesired 
effect before, while, or after it occurs. 

 Cost of Mitigation – expressed as a dollar value cost or description 
of the proposed activities. 

c) Identification, assessment 
and communication of risks 
throughout operations 

Identified risks and the actions taken to mitigate them are typically 
documented on shop orders and production inspection forms as a 
means to ensure effective communication throughout production. 

d) Identification, 
implementation and 
management of actions to 
mitigate risk that exceed 
defined risk acceptance 
criteria. 

QNP doesn’t produce parts with Flight Safety or Critical characteristics. 
 
In cases where we accept an order that has unusual requirements or 
has an especially high risk of being produced with non-conforming 
features or shipping late (i.e. unreasonably tight tolerances, poorly 
matched materials and process requirements, unreasonably short lead 
time), QNP will communicate those risks to the customer and attempt 
to negotiate a satisfactory compromise. As necessary, top 
management or the quality assurance team may be required to 
authorize the acceptance of these risks and oversee the actions taken 
to mitigate them. 

e) Acceptance of risks 
remaining after 
implementation of mitigating 
actions.  

 

8.1.2 Configuration Management 

QNP has implemented a process for configuration management that ensures the identification and 
control of our products through all stages of production.  

Requirement Examples/Explanation 

a) Control product identity and traceability, 
including implementation of identified changes.  

Per operating procedure, OP-753-01 Product 
Identification and Traceability. 

b) Ensure that documented information is 
consistent with the actual attributes of our 
products.  

Per operating procedures, OP-75-01, Control of 
Documented Information, and OP-86-01 Production 
Inspections and related work instructions.  

 

8.1.3 Product Safety 

QNP does not produce parts with Flight Safety or Critical features. Should a customer ever request a 
part with such features, the appropriate controls would be established and implemented.  
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QNP has a safety committee that meets and performs company-wide safety audits on a regular basis. 
Our HR Manager documents and tracks events affecting safety as necessary. 

All employees are issued a QNP Safety Manual that outlines our policies for maintaining a safe working 
environment.  Safety training is performed regularly, and documented in our Employee Training 
Database.  

To ensure parts can be handled safely, burrs, chips, and sharp edges are controlled and removed per 
our FOD Program Operating Procedure, OP-85-01. 

 

8.1.4 Prevention of Counterfeit Parts 

The process for preventing the purchasing and production of counterfeit parts is documented in 
Operating Procedure, OP-81-02, Counterfeit Avoidance and Mitigation 

 

8.2 Requirements for Products and Services 

8.2.1 Customer Communication 

Communication with our customers includes; 

Requirement Evidence/Examples 

a) Providing information relating to our 
products 

Product information is available through our website at 
qnp.com. 
 
Customers may contact us for brochures and samples as 
needed. 

b) Handling, enquiries, contracts, and 
orders – including changes 

Our customer service team is available during business hours 
to answer questions and take orders by phone, fax, mail or 
email.  Quote requests are typically answered on the same 
business day.  Customer service personnel serve at the first 
point of contact for any change orders. 

c) Obtaining customer feedback 
relating to products, including customer 
complaints 

Customer feedback is collected by our customer service team 
and through customer satisfaction surveys per the policies of 
OP-91-01 Customer Satisfaction.  Customer complaints are 
logged and addressed per work instruction, WI-87-01, 
Customer Complaints. 

d) Handling and controlling customer 
property 

Customer owned property is controlled per the policies of 
Operating Procedure, OP-85-03,  Control of Customer 
Property 

e) Establishing specific requirements 
for contingency actions when relevant 

As appropriate to specific orders. 
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8.2.2 Determining the Requirements for Products and Services 

QNP produces parts to customer supplied blueprints and specs. When reviewing a quote request or a 
customer order, QNP ensures that; 

Requirement Evidence/Explanation 

a1) Applicable statutory and 
regulatory requirements are defined 

As determined and communicated by the customer 

a2) Requirements deemed necessary 
by QNP are defined 

Any missing, conflicting or confusing information on a customer 
blueprint or purchase order should be resolved with the 
customer prior to order acceptance. 
 
Should a customer blueprint have requirements that QNP 
deems inappropriate or unadvisable, the customer service or 
quality assurance should advise the customer of better options 
for their product’s design. 

b) We can meet the claims for the 
product 

As appropriate, QNP will provide customers with inspection 
data and Certificates of Conformance to demonstrate that our 
products meet their requirements. 
 
Should a quote request or order be submitted with unusual 
quality or performance requirements, the information should be 
reviewed by the quality assurance team or an appropriate 
expert to determine that the requirements are fully understood, 
and can be met by QNP. 

c) Special requirements of the 
products are determined 

d) Operational risks have been 
identified 

Operational risks identified during the Contract Review process 
are documented on our Quote form or equivalent. 
 
Operational risks identified during the Quality Planning process 
are documented in the Shop Order database and 
communicated on the printed Shop Order envelope or 
Production Inspection Form as appropriate.  

8.2.3 Review of the Requirements for Products and Services 

The process for reviewing product requirements is documented in Operating Procedure, OP-82-01 
Review of Contract Requirements. 

8.2.4 Changes to Requirements for Products and Services 

The process for processing changes to product requirements is documented in Operating Procedure, 
OP-82-01 Review of Contract Requirements – 7.1 Amendment to Contract. 
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8.3 Design and Development of Products and Services 

QNP does not define the fit, form or function of the products we manufacture. Designs are specified by 
our customers through their drawing and specifications.  QNP does not offer product design or 
development services. 

 

8.4 Control of Externally Provided Processes, Products, and Services 

The processes for ensuring that externally provided processes, products and services conform to 
requirements are documented in Operating Procedures; 

 OP-84-01 Purchasing 

 OP-84-02 Verification of Purchased Product 

 

8.5 Production and Service Provision 

8.5.1 Control of Production and Service Provision 

QNP produces parts under controlled conditions, which account for; 

Requirement Evidence/Examples 

a) The availability of documented information that 
defines; 

 The characteristics of the product to be 
produced and the activities to be performed 

 The results to be achieved. 

Customer blueprints and other required 
information travel inside shop order envelopes that 
determine the order of operations and processes. 

b) The availability of suitable monitoring and 
measuring resources 

The calipers, micrometers, and other measuring 
equipment issued to employees throughout our 
factory have been deemed suitable for monitoring 
and measuring our products.  
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c) The implementation of monitoring and 
measuring activities at appropriate stages to verify 
that criteria for the control of processes, and 
acceptance criteria for products have been met. 
 

Tolerances for product are typically determined by 
customer blueprints and specifications. Visual 
inspections are performed per the policies of WI-
86-07, Visual Inspection Standard, or customer 
requirements.  
 
The sequence of inspections is determined during 
the Quality Planning process, and is documented 
on the Production Inspection Form and other 
related quality records. 
 
The appropriate monitoring and measuring 
equipment is available to employees at point of 
use. 
When sampling is used as a means of product 
acceptance, customer approved sampling plans 
are used, i.e. ASQR-20.1 for UTAS companies. 

d) The use of suitable infrastructure and 
environment for the operation of processes. 

Unless otherwise specified, QNP processes can 
be performed at standard room temperatures and 
humidity. 

e) The appointment of competent persons 
Training records, including evaluations of 
employee competencies, are maintained in our 
Employee Training Record Database. 

f) The validation and periodic revalidation of 
special processes 

QNP does not perform any special processes – 
i.e. processes where the resulting output cannot 
be verified by subsequent inspections. 

g) The implementation of actions to prevent 
human error 

Guards and safety mechanisms are installed on 
equipment as appropriate. 
 
Special actions taken to reduce risk of human 
error may be documented on Shop Order 
envelopes, Production Inspection Forms, or other 
quality records as appropriate. 

h) The implementation of release, delivery, and 
post-delivery activities 

Final Inspection is conducted in accordance with 
the policies of OP-86-01, Production Inspections, 
and related work instructions. 
 
Trained DQR’s are available to release product for 
specific customers as needed. 

i) The establishment of criteria for workmanship 

Per the policies of work instruction, WI-86-07 
Visual Inspection Acceptance Standard, or 
customer supplied standards or samples as 
appropriate. 
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j) The accountability for all product during 
production 

Per the policies of OP-85-02, Product Identification 
and Traceability 

k) The control and monitoring or identified critical 
items 

Not applicable: QNP does not produce parts with 
Key/Critical/Flight Safety characteristics. 

l) The determination of methods to measure 
variable data 

SPC and controls plans can be implemented as 
required. 

m) The identification of in-process inspection 
points when adequate verification of conformity 
cannot be performed at later stages 

Not applicable: QNP does not manufacture 
products with characteristics that cannot be 
verified at later stages. 

n) The availability of evidence that all production 
and inspection operations have been completed 
as planned, or otherwise documented and 
authorized. 

Shop Orders, Production Inspection Reports, and 
related documentation are retained as Quality 
Records which are controlled per the policies of 
OP-75-01, Control of Documented Information. 

o) The provision for the prevention, detection, and 
removal of foreign objects 

Per the policies of OP-85-01, FOD Program, and 
OP-85-04, Preservation of Product 

p) The control and monitoring of utilities and 
supplies to the extent the affect conformity to 
product requirements 

Age sensitive materials are controlled per the 
policies of OP-85-04, Preservation of Product. 

q) The identification and recording of products 
released for subsequent production use pending 
completion of all required measuring activities, to 
allow recall and replacement if it is later found that 
the product does not meet requirements.  

Not applicable: QNP does not typically allow for 
the release of product prior to the completion of all 
required measuring activities. Should such a 
situation be authorized by an MRB, materials 
would be controlled in such a way as to allow for 
subsequent recall if necessary. 

8.5.1.1 Control of Equipment, Tools, and Software Programs 

Equipment, tools and software programs used to automate, control, monitor and measure production 
processes are validated prior to final release for production and are maintained.  

Examples of Equipment/Tool/Software Validation 

Parts machined on our Datron – high speed 
milling CNC 

First article inspection performed by the inspection 
department 

Parts dimensionally inspected on our 
Keyence - CMM 

Independent inspection performed with a calibrated 
micrometer 
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8.5.1.2 Validation and Control of Special Processes 

QNP does not perform any special processes in house. When ordering materials that require special 
processes (i.e. anodizing or annealing), the methods for controlling the process are maintained in 
accordance with the policies of OP-84.01, Purchasing, and OP-84-02, Verification of Purchased 
Product. 

8.5.1.3 Production Process Verification 

Production process verification activities have been implemented to ensure that our production 
processes are able to produce parts that meet our customers’ requirements. 
 
As appropriate, a representative item from the first production run of a part is used to create a FAI (First 
Article Inspection) Report. FAI’s are typically performed per the requirements of AS9102 along with 
supplemental customer specifications.  As required, these FAI’s are submitted for customer review and 
approval. 

8.5.2 Identification and Traceability 

The processes for identifying outputs is documented in Operating Procedure, OP-85-02 Product 
Identification and Traceability. 

8.5.3 Property Belonging to Customers or External Providers 

The processes for identifying, verifying, protecting, and safeguarding property belonging to customers 
and external providers is documented in Operating Procedure, OP-85-03, Control of Customer Property. 

8.5.4 Preservation 

The process for ensuring the preservation of outputs from production through customer delivery is 
documented in Operating Procedure, OP-85-04, Preservation of Product. 

8.5.5 Post-Delivery Activities 

QNP does not install or service products. Post-Delivery activities are not applicable.  
Should a customer notify QNP of non-conforming product, the complaint is logged and processed per 
the requirements of WI-87-01, Customer Complaints, and the customer is issued a Return Material 
Authorization Number, or authorized to scrap the parts themselves. 
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8.5.6 Control of Changes 

QNP reviews and controls changes to our production plans to ensure continuing conformity to 
requirements. 
 
Personnel with the authority to approve production changes are identified in our Process Management 
Database. As appropriate, the scope of their authority is also defined. 
 
Changes to production plans are to be documented on a Shop Order, Production Inspection Form, Job 
Tracking record, or other record as appropriate.  Changes are to be traceable to the personnel who 
authorized the change. 

 

8.6 Release of Products and Services 

The implementation of planned arrangements to verify that product requirements have been met are 
documented in OP-86-01 Production Inspections and other related work instructions. 

 

8.7 Control of Nonconforming Outputs 

The processes for ensuring non-conforming outputs are identified and controlled to prevent their 
unintended use or delivery is documented in Operating Procedure, OP-87-01, Control of Non-
Conforming Outputs. 

 

9. PERFORMANCE EVALUATION 
 

9.1 Monitoring, Measurement, Analysis, and Evaluation 

9.1.1 General 

Our processes for the monitoring, measurement, analysis and evaluation of our products is documented 
in Operating Procedure, OP-91-02 Production Inspections and related work instructions. 

 

9.1.2 Customer Satisfaction 

QNP’s process for monitoring our customers’ perception of us is documented in Operating Procedure, 
OP-91-01 Customer Satisfaction.  A Customer Perception board is posted in QNP’s office which 
features recent customer report cards, customer feedback, survey results, and other metrics. 
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9.1.3 Analysis and Evaluation 

QNP analyses and evaluates the data and information we collect from monitoring and measuring our 
processes and products. This data is then used to evaluate: 

Topic Examples 

a) Conformity of products and 
services  

As controlled by OP-86-01, Production Inspections and related work 
instructions, and documented on Production Inspection Forms and 
related quality records. 

b) The degree of customer 
satisfaction 

As controlled by OP-91-01, Customer Satisfaction, and posted on our 
Customer Perception Goal Board. 

c) The performance and 
effectiveness of the quality 
management system 

As determined during Management Review Meetings, Workforce 
Planning Meetings, and Internal Audits. Posted on Process Goal 
Boards as appropriate. 

d) If planning has been 
implemented effectively 

e) The effectiveness of actions 
taken to address risks and 
opportunities 

f) The performance of external 
providers 

As controlled by OP-84-01, Purchasing, and posted on our 
Purchasing/Receiving Inspection Goal Boards. 

g) The need for improvements 
to the QMS 

As determined during Management Review Meetings, Workforce 
Planning Meetings, and Internal Audits. Posted on Process Goal 
Boards as appropriate.. 

 

9.2 Internal Audit 

QNP’s processes for conducting internal audits at planned intervals is documented in Operating 
Procedure, OP-92-01 Internal Quality Audits.  
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9.3 Management Review 

9.3.1 General 

 
QNP's top management reviews the performance of our QMS in Management Review. The purpose of 
Management Review Meetings is to ensure our QMS's continuing suitability, adequacy, effectiveness 
and alignment with QNP's strategic direction, as well assessing opportunities for improvement, and 
recommended changes to the QMS, including our quality policy and quality objectives. Management 
Review Meetings are to be conducted at least once per year. 
 

9.3.2 Management Review Inputs 

The inputs for our MRM’s include;  

MRM Input MRM Input 

a) The status of actions from previous MRM’s c.6) Audit results 

b) Changes in external and internal issues 
relevant to our QMS 

c.7) Supplier performance 

c.1) Customer Satisfaction and feedback from 
relevant interested parties 

c.8) On-time delivery performance 

c.2) The extent to which quality objectives have 
been met 

d) Adequacy of resources 

c.3) Process performance and conformity of 
products 

e) Effectiveness of actions take to address risks and 
opportunities 

c.4) Nonconformities and corrective actions f) Opportunities for improvement 

c.5) Monitoring and measuring results  

9.3.3 Management Review Outputs 

The outputs for our MRM’s include; 

MRM Output MRM Output 

a) Opportunities for improvement c) Resources needed 

b) Need for changes to our QMS d) Risks identified 

 

Records of our MRM minutes are maintained in our “Management Review - Leadership” database, and 
available for review by appropriate parties upon request. 
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10. IMPROVEMENT 
 

10.1 General 

QNP determines and selects opportunities for improvement and implement actions necessary to meet 
customer requirements and enhance customer satisfaction.  
 
These actions include; 

Requirement Examples/Explanation 

a) Improving products to meet requirements as 
well as to address future needs and 
expectations 

QNP works to customer designed blueprints, 
however as appropriate, we will advise customers 
regarding materials and processes. 

b) Correcting, preventing, or reducing undesired 
effects 

Action items and corrective action resulting from 
internally detected escapes, customer complaints, 
and risk management activities. 

c) Improving the performance and effectiveness 
of our QMS. 

Action items and corrective action resulting from 
Management Review Meetings, Audits, and ongoing 
Process Management. 

 

10.2 Nonconformity and Corrective Action 

QNP’s processes for taking action and dealing with the consequences of found nonconformities are 
documented in Operating Procedure, OP102-01, Corrective Action. 
 
QNP’s process for flowing down corrective action requirements to external providers is documented in 
OP-84-01, Purchasing. 

 

10.3 Continual Improvement 

QNP is committed to continually improving the suitability, adequacy, and effectiveness of our QMS. 
 
The results of analysis and evaluation (from clause 9.1) and Management Review (from clause 9.3) are 
considered to determine if there are needs or opportunities that should be addressed.  

Examples of actions taken to drive continual improvement and the evaluation of their 
effectiveness can be seen; 

In Management Review Meeting Minutes and their resulting outputs and action items 

Documented in Corrective Action Requests, Escape Report and Audit Reports 

Posted on our Process Goal Boards 
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