0s —
¥ Y
s Y
¥ V
i‘ "i
§—?

NICA

eemauDa0jc 161019 Q) @YD)

8595m &[9810] 29em AN
Raf).of) M. 8. 9001 : 2008




659500 &9810] 20emaq”
®a().of)M).6. 9001 : 2008

& N
b v

=
G508 ABAVINI3S’ 630a0" GRIDENO3 GRAVAINSINVE(S2AM (Sslel)
238E>3ANOMFS001, M§ZDB - 680 581



6S95@3 M 198191 Mmocm2omag -
ag).ag)av.63. 9001 : 2008
(ne1Isk0)

@RYNOIY 2013

allad a)aload
G, all.ail. snideINd
WWOHSA, &slel

Q000951 VDY
GAI. aH.6nil. IR
@RMIQUAE” 6(a10anaVA, el

mnile2) ag)av.od.

@RMIQRAZ” H(aI10aDaVEd,
O.af)M.af)o. DAL CHICBES,
06101031008 Bo, MIOIAUMAMal}@o

( “i«q
hergi

Hlel

MBBMNOM) B0 ..
®y¢91B-680 581, GHOBo

GaNO6N3: 0487 2201768, 2200244
aN0&M0: 0487 2201062
-00od: kila@md2.vsnl.net.in

®af).af)@V.enil.ag)d. : 978-81-925633-6-7
© cawo. om.6enil. Vo=@ & MilR) af)TV.OB. 2013

awl.sladl.
MV}GRIDAIM AVLe®:.

@02)s]
C:0-630]c0Q7lal (a1 7, 2)B8H)MNOD)H00]
@y00)3, BaNO6Nd : 0487 - 2200391

Total Quality Management -
ISO 9001 : 2008
(Malayalam)

August 2013

Cheif Editor
Dr. P.P. Balan
Director, KILA

Prepared by
Dr. J.B. Rajan
Assistant Professor, KILA

Biju S.K.

Assistant Professor,

KNM, Govt. College,
Kanjiramkulam, Thiruvanathapuram

Lot
r2ig

R

==
KILA

Mulamkunnathukavu P.O.
Thrissur-680 581, Kerala
Phone: 0487 2201768, 2200244
Fax: 0487 2201062

E-mail: kila@mdz2.vsnl.net.in

ISBN : 978-81-925633-6-7
© Rajan J.B.& Biju S.K 2013

DTP
Sulochanan C.K.

Printed at
Co-operative Press, Mulamkunnathukavu
Thrissur, Ph : 0487 - 2200391



@ROAI™MIVD»

CHOBOTIHE! (NIDITRIOVTNHSIOE! aIDO@OBHS @YalT 00N $0elnilzomnIdlLe®m®)o
GILAIMO  LIBYAIBHOM (A10GBUDlE: TVBENID)HHUBSE DTMOADGITIMAYENE. (NOAMVERHSILNHS
QOO RMWDENIBAN0 @YAUWDLEBRS)0 (AlQALED]aLDODIHLICHIEHIMB DD E:) M DOOB]LI06N)
GHOBo (l0GBUTlE: BOEMMoAIlWoMo AlRIAIM aITDIGIENMMN®. (al0GBUTlE: BOM DI
aBQ0no MANIT3 BHICEMENZG TVOWIVEM AlDOOMWIEN. RBMEBBUILEH @PGACIBH)IN EIVLAIM
OBOM !V}EMEAD PO JAUOJONHOWAN@IMNHEMO A lERIOWONHS)HS (alUBOD®  LldHyo.
GaLAIM N}EMERM DOAAUIOYTMNDIM A leRIOVWED B30I (AIAIBCDMo B)S}OCS Al
QARQ@IHE)HW)o @GIMMCWORIAOW GRAND TS0 TV FISIH6)HW)o GAIEMo. al((DENEI0 aleml
QIONE AIRL@IVIOS MMBNEMMBSITI BAMIEM EIVAIM NIFMEAM.

CHO8 TVASHIB ald 0891V GIVAIMIAUSHID MIVAGHIENHS GIVAIM W}EMEAMMES &)S)
®@3 (aI0WIMIo HOBQIMIBIBHNAN). ERYVIGEISBE BRWIMIE: MVEE:MEBBUS DalGWOUTlaJOE06NS
3000111003 BRADO1::HAN0 21AUNHHNIO)PS DEMOBIAIAN0 Hh)S)DE3 CTVAIGMIMA IAIBH6Mo.
GIVLAIM NN EDMOVWAN LIGHULEONINS aleRIOVWON)HSIG3 SI5T HI0gIgl moemeEeng ms
aleneslosneE ag).af)al.6. MAZlaflEenHa EGMSEMo af)MM MWo GHOB TVABHIG VIl
Q2 ))B>$l610m). ERMIENHS AlRIOVOMGHOS RBMIVDa0LB3 TLNIAIMEBBUY BRYE)EWIEM OGFUDo.

@RB30aISR0W] 201368 6060 HeIWIGRIW)o HDMONENMSIENOAIG IO lERIOVW DI EUd
afl®o ©ag).a)aV.8. @RoW1B:000 BMS)BWIM LlG:HYAISIIN®). 2013-14 AUGHUHG AVOALOIM
nIRGIG3 TIMOV] 50 LlvHo 0)al MIBHOAUISIENE. Haf).af)dV.6. TVABGlab]EHHUM 2)EINOS]
o ¢505@8 H0EIGl 20EMEORMG MSA{lENENMDIN A lERIOVAMHOS (10T OILO)H
OVAN LISHLCOMINS Qfla)2IA0W &0} EUaH] Alle:TVM al@lalos] ‘@ler’ 0)ald:eial® aldl
SINE. (V@)@ al@lal0Slen)EAINE]l @YO0Ss1VIg)ss M) ‘¢S05@8 1081gl avemeenad -
©ag).ag)aV.6. 9001 : 2008 af)MM OB ANTVMB:0. AleRIOVWOM SIS HI0SIG aoemEenag Ms
2 fleeseeeemE Hag).af)mV.6. AVASlaOlEHnaUM EMS)MD@IM ald}dai™mA0W @ROIANC HHAIG
BrLYAIO AldBIM) MDBBIANDIEM DD HOB:ATVMEH0. DD OBIACHIN) 7)(B6HEB:EYS )OI
‘Hler’ WOOBHSV)0 aNIGH@Y] GRONEBOSW)0 (AICM o GREIMM1HN)aM).

T

-—
GAWI. ag)o.Odh. B)MI3

@Oy UMIMal)0o ale@IDWOI), MVIMAOYMITI] Qlds)a] A
22 23610 2013 BHO8 TVAB6IA






(aIVOWE dh)0Ta]

@ERUOAVIWOROEM MLNJAIMEBBUIBE GSOST IS M0EMEORFIENSS Haf).af)TV.6. TVASGlarlcss
aHM LIBLAIB)MDIM)88 MSalSle:ud MM QIBato @RYOOEIBN)GHWIM. GB0) Al VIR0V @RYBLRA0
©@OEM EBBOM B0) MILAOOMIW TVoRORAWIM MSHNAIS)MMD.  al([@MENEI0 AlFLGISHILIO CHOS
ODIHL!I MEZUDTVIROROEM MUNJAIMEBUBE @)S)MGT3 GRUG:00QN0 (AIAIBAMM MVIOMOD QN0 HOBQIIM
AlURIOMRIOBILI6 ‘&ler’ ©1HS @RYEINEIL TN AlERIDVTMHOB B)S}OT RMAVDAOBAIHHIMOV]
aflallweB8o® aldlWd1eIM alGlaldsSle:ud @RYOoEIB)M®. RMEBUBHE MTBHIAN CILAIMO 1M CGAMMW)
B0 HOLIGIDAVRNEZOHN D@20 WIB1H6EMo. DD TVIWIAILH)IND GSIT HIoFGl mocmeEeonag]
LS.

2)Mo0®E! MVABSHIAB af)MM OBV NEMIROW BOQo MEFUDTVIVWOROEM MLNJAIMEBBUY HEGHAIG]2]]
5)eeMEssleno TVEEROEM LlG:H 0 HMIW)0o TVOSHIGIBNGIBGSNEMBMYME. MEZUIVIVWOROEM MNOIMEBBUD
M@ GILAIMEBBBYNS HOLIANBoMNIo @PWIOLIOAN) AR, RBMEBBUBHY &)SJMT3  (aldalyM)8S
MABHIAB ag)M M1EIDIG3 TVOWIBEMENIB@ @GFUDATVIWOROEM MLNOAIMEBSITE MIMMIo aBO0 (al®1e:Hl
HOY)M).  ER@IOHMOIC EGIVAIM(AIBOM MVoAlWIMo VOB af)M® GRMIAUDOIAEM. @YV DIGLISS)
313021a1S:HMECOMINSVWIBS MDM al@laloSleud @RYAlaHE@lenMo.  ES05M3 H108101 mocsmg‘ée)c@“
BRMICRISMNSBS 21)QISIAUDalo6n).

6505@3 &1081gl @0eMROAG Haf).af)TV.8. af)MT G2AILIHSIGE 2ilel aleRIDVWOM)®HSIOS NI
O3 BQOalg ~l6l(VOREBUE MSAN@OWV] &HIEMI0. MGG WIIMSBS  al00Al0 (AIGaIIBMANAIET af)eld
Al VO HSIGRIBN)0 GS05ME3 HI0EIgl M0EMEOAA Al NEHEMHAID @BYUWWo O)alo HEHIEND.
‘@1el’ @Y0oElen) M allahrIno® aldlud]leiMaldlalos] (ale®idslaflo RM(AIGIMIWS:E8Wo DEBLONLN
GOW)o BH(BIBHO12J06M MSSNAND®. RM(AIGIWIWI-9EBLONALA MNIMWO VSMRIBHIM)o, MBI00 TVEE
Q6M EIG:H}o TVIGHIGIBNB1HHIMI0 (AITV@)® al@laldS] MVa0IWE:AIH)o.

30} )@V alGlalds] @RYOoElBH)EMIOU8 BROIOHG GPIIAIEY *LISHRIW aldludleiMoe AW MINWI®
200 MGIEHENB@YNBEEI. @Ry BV ‘Glel aBOQS)OIFIBBC). MDD CONOD (AIC®YDH aldlwd]
eimo ailavla &leivleel GRAVIAUAE’ §(al0aNdVAd GWI. OR.6NIl. CORM)o, HIATIHIV0B)Bo Ob.af)M.
af)o. VAL GHIEBE @AVITVAT O(aloan @ (001 af)TV.0d. nilER)ane MSOEVIV (V@0 af)[@ @ooeil
ajoeno a@lWoailel. @RAICYHS @RUOOM alGlUOARIEM D TVOECROBINMG M@, TVELIBENAIW
aflsto ERWZEMAISIM20WV] DD OB02f} A)TDGHOWIGE 21560 |S)ODIVIBIE)IN). G EFUOTVIWOROEM
MLN0AIMEBBUBEMNBS QAIFl 30510V DD a0 MVANIVWEHAIBY0. MDD aldlaloslw)Aow] TVa0H

@la] 2f)ejoaldH)o (ale®id GREIMMBMo @ROIVlee)mM). L’“

@10)AUMANal)00 ew?. all.ail. en1oLI0d
22 RN 2013 WWOBHSA

(i)






Galz2 maud
@1 U 0]b i
(alqVIW S &5)0la] il
1.  avdeeemaijo esog@d #10glg) moem=Eeamg)o 1-5
1.1. muBEROEMo
1.2. 20 & 1OV (@6Mo
1.3. aflar quGEROM 26068RU3
1.4. Al(MENZ00 AlERUAUGNVO Al
1.5. 6505@8 0191 moemEennd - aqueseialo
2. 9a10)ugRB-MAIS0 (NIRITRUIWED : GRD)LIY BI®Y D 7-14
2.1. @R@)6Lo
2.1.1.  earvaum eemo
2.1.2.  evols muoeo6eRud
2.13.  &0a010 (&2le:06measud
2.14.  &0anlny marlsoemo
2.1.5. a1mooie000606lW)eS altlatieaosmalo (alB8UdMA)o
2.1.6.  (a1BBUOM @ENIOBW)HUB
2.1.7.  @0g8idl amudesied (Quality Circle)
2.1.8.  aloo®] al@lano®o
2.1.9. momo ai®lwlaimal)o @rovle:000l)0
2.2. (a06nE B30anlmy noemeEeng’
2.3. (a06e 3020100 2ocMEeamd : @alrund afltodelMo
3. @503 &I0g1g] moemEeand” - O®IEBRU3 15-18
3.1. @R@)6Lo
3.2. 650508 ®10g1g) mocmeEonnd’ - @®IEE3Ud

32.1. =zmes®@lsyomo (People Centered)

322, emoyoio (Leadership)

3.2.3. amosglomo (Participation)

324, (alwowlaicloo (Process Oriented)

3.2.5.  ayeoowlaticlmo (System Oriented)

32.6. ©)582)@o® e@ajeqisycmad (Continuous Improvement)

327,  anioyoowlticle eloypomens)eead (Factual Approach to Decision-making)
3.2.8.  aomialoanosmenicwoe (Mutually Beneficial Relationship)

4. €s9g@8 10g1gl moem=eand” (TQM) : (a1cwovo 19-31
4.1. @Rm)6Lo
4.2. zmes(@laioo (People Centered)

4.3, emmi®@lo (Leadership)
4.3.1. v)emeamo m@o)alle06mo




432. #0o¥alaos (Vision)

4.3.3. eooyo (Mission)

4.3.4. memeamo mwo (Quality Policy)

4.3.5. memeamo aieuieerud (Quality Objectives)
4.3.5.1 memenmo ele:ue88ud - MVANGUAHU®
4.3.6. g9l momied (Quality Manual)

43.7.  aeooom mualol aleiole)emed cono

44, amoglomo (Participation)

4.5. Ll @lowlaticlmo (Process Oriented)

4.6. aljanowlaticlmo (System Oriented)

4.7. @582 6@ajeqjsyem@d (Continuos Improvement)

4.8. amioyeowlaicle @loyaomeas)escd (Factual Approach to Decision Making)

4.8.1. (amoemesrud (Documents)
4.8.2. coeusmud (Records)

4.9. mm«ﬁmmmgm@:smmm (Mutually Benefited Relationship)

5. eag).agav.a. 9001 : 2008 avadgladlcesaumd 33-41
5.1. @R@)6Lio
5.2. 6ag).aV.8. (ISO) mudsladlesy
5.3. eag).agnu.a. (ISO) 9000
5.4. el eoawlod (Lead Auditor)

5.5. nyemeamo aowlgyeud (Quality Auditor)
5.6. @B WIegaum)o mudsladleseaumyo (Accreditation & Certification)
5.7. @R(HWIEQauM)o MASlableseaUM)0 - @)SO (al&®

5.8. eag).av.e. (ISO) 9001 : 2008

5.9. eag).aV.a. (ISO) 9001 : 2008 qudsladleseaum - alywo

5.10.  ®&ag.agov.e. (ISO) - muaosaim auoailwomo

5.10.1. en1})G00 &0l eamyad quomdeawadalmy (BIS)

5.10.2. &i08)dl oemmulad soad eamy (QCI)

5.10.2.1 moauem@d @r(@Iegaum cenioda 6andd mudslablesscum ssnioawlay (NABCB)
5.10.2.2 moau6m@d @r(#legaud ¢eniodal 6Gandd agwesenud @rg’ esamlows (NABET)
5.10.2.3 moastem@d @entod) €a0dd Ga0dMiallg@m ©ao@a 6&HA 6(aleecmy

(NABH)
5.10.2.4. moouem@d cenoBal Gandd #10g1gl 6(a10ERUMB ERHY MOAUEME3 @& UGQaUD
(NBQP)
35.10.2.5. aeniodal ¢anod esqulou) @rad’ eoeiewnionad aigenioosolad (NABL)
6. =MaVDan|B aleUOW OV 43-49
6.1. @R@)6Lio
6.2. (AWM (AlQIR@DMEBRUD

6.2.1. eosmaual® ®loy@omo
6.2.2. =Numeeomes cwomo




6.2.3.
6.2.4.
6.2.5.
6.2.5.1
6.2.5.2
6.2.5.3
6.2.6.
6.2.7.
6.2.8.
6.2.9.
6.2.10.

HNMAVUBZTlOMm emEesTImS)BR)0 Mlewoulesalo
8ag).ag)V.a. 9001: 2008 - @RV MVINCUD 1Mo
(N)eMEBAMI MWO)alld06mo

(N)EMEBAMI MWO)alld06mo

1M EAMO MWO)allHH06mMo

(N)eMEBAMI MWO)alld06mo

108151 2OMIT OQO0VHE)H>

HOMIRL@] OQIOIH)d>

MBQJanemo

Ql0led) @emgl-¢a06mIgalow) (alIBEDMEBRUBHOIW)SS lRLEI] OQI0ILOEB
10191 eoawly (Quality Audit)

6.2.10.1 8moo &l oy (coemauale afleiolo)em@d)
6.2.10.2 epeagem@d sowly
6.2.10.3 @)oo &&Hl soawlgla) aymdal coemavalalw)es @rla afleiolo)emcd

6.2.11.
6.2.12.

(Lot @RaVMIORNE” 6300WIG)
2)MoodhdhH] BoUlgio MuBsladlessaumyo
Moo aflailoyemano ISO mdgladlesg anoyseeaio

%

@M 6NIMUEBBU3:

1
2.
3.
4.
5.
6.
7.
8.

GENIOE> (MJ:
4.1
4.2
4.3
4.4,
4.5.
4.6.
4.7.
4.8.
4.9.
4.10.
4.11.
4.12.
4.13.
5.1.
5.2.
5.3.
5.4.
6.1.

51-80
680a07md ocsm&"fomﬁg” OO®ON] - af)BABHOR (NINAIERUOW DD
&ymig (onalemnod - ISO 9001: 2008 cudsladlessaum (aldda])
650508 H1981d] @oemEeand - (aoms 6oanlny asem=Eead’: V@ MVDH0)6EBU3
mogﬂ%ﬂ MBHHNUB - (LORUIGHOHENE H5:00)683U3
©ag).0.af)o. EGIMal] OAIWO)EUD
6af).af)TV.6. 9000 aloMio
@R(H WIS MuNdaIMEEBE)6S algls:
6ag). og)m.) 8. ceaerra(ruuagﬂn'gﬁem meonBeO@d (asm@cﬂo(@ DO B>)

almomum)an qudeq) (Citizen Survey)

2M&1w emamymio

!)eMeEamo Mo 0)alle:Olend - AaI1568RU3

#loglg) momied (Quality Manual)

@582/ QflaIWIO)EMES CGWOMEEBUE - AOMdhI @ER6ENS
loglg) cmudesled (Quality Circle)

aflealesnud

aMYaHiil_eio - $00)GUdH]

AlURUOEME! MVDEO 0

(AIQUIBEM EMOM) 6L © B0

@10)OM@E MSalSl®8)o MBHOYM@ MSalSle:8)o

laimoemesBg)o (Documents) cosusg)o (Records)

00608608 mocm=ennd’ (Record Management)

0ag).aq)aV.6. (ISO) qudsladlesg - emgeesud

eag).agmU.a. (ISO) 9000 - vyeMmeamo aleMIosud
HeMMdggleond oomoElomeasud

6n15)600 B0l @amym quomdewadns (BIS) - somoandlemessyd
TQM enes ISO 9001 : 2008 avdgladleseaud (al(&)@ - BQEMIgEDcd



“mmud ea10® eRoelle8)6s
af)EMEOMHEH U 1N)eMEAM®IENM)
068U ONES ald(@AIE)M®)’

- moqwle]




@PEL | 0Wo 1

MLBERO

@S05@3 HI0glgl]

1.1. aTuEeoemo

1.2 2m61woav)memo

1.3. aflel avdeoem 9By26ERUD

14. al(MEN220 aleAIGTVE alBL®]
1.5. €s0g@3 &10g1g] moem=Eeand’

- qus»Bialo







g@ 6s95@ @811 asemeinags” -
6)af)).af)(IV.63. 9001 : 2008

XL

£2MaVVaNjC A IGIMII DO

1.1. cvBememo

alfo@E® ©oxlanes ‘muieom)o’ (muiwo eoemo - Self Governance) ‘muyeom)o’ (qudeesmo - Good
Governance) @ren vworwleE]l afleoaim 6a1P@E)M®.  GRWIBG0ANEE:(B1HEMEMTE @O MoMUAIM
68868 @RGAl®H]a] DOMB0al0NIW 2))AUSIAUDal MSOMIW CHOSBo (AIIGBUTlE: TVBEHI0)BHSIRNAS MVIVIR)0
M 00R)0 MSaflelode)M@IMes mwalho Man)e ERANHEOG1afIS)MS. (AI0CRUTIH: MURBHIO)HS)OS )@
ORI B0 BHUANIW] MIBQYadlEaM@IM wmaileaiQl)o MNJAIMEBERE8W)o0, EBLONMINEOW)0 HOBHAICIW
S12)6n%. @RWIB000NEE (3 18:06mo MIBMOBa0860M MIBEZU6ERLE Muadaflee)m@lmow 1996 @8 muomunom
MBHHIB MIEWOUlay EWO. VBN BV EMOIOIOTRNSS &:2g] @)EMIg)ala] MBEZUEERU3 MVEE
©6M MLANEUUO BB QUBOBHISSBYM@IEM. (EH80 MABHHIAB 1997a). ‘O@avad” B:e2glw)es t0)aldBud (ale:000
1999 @8 cmog aleuoom’1oos Moaomlaye ceHog aymlmvlajeildl moadcwlele AW GEEOGIH U3
MUGROM M@IBBRSIW alios1eMmo, MWAAIF, MVYMIOI®, (IO ]E:OEMICRE:®, MUANIIWO, MYEIL®, B0} B¢
0O, (A@®NIERV® oMl aIw]laHcl®An@0eM. &)S)M@3 GRWIBH0068BU8 HOBHRICIOBHINE AlERUIW DTN} GHOS
®G3Ud (NUIo BOEM MNAIMEEBEIVS] @g)M@a)es »oTwleR] alleoaM eald® ‘MIooE MVIGUIC) GO
HOIM EHOSOWIM BHFEO).  afiEsleno (al0EEUTl®: MABHIO)HEeNes MR (MVEEOMO) MSaflelose)m
@108 GHOBo HMIW)o MEMIF)BaldCHNEIWD1H6) ).

1.2. 2melwoaui@memo

B8O @RUWIB000NEH(B1H0Mo MSa{lenee)lom BMIGI0 alfIAICNVE alRL@@E3 (1997-2002) qusle
@l RM&IWOMV(@6Mo MUEEROEM M@IENICE @RWIHCI®REM. MUBROEM M@IEBBEIW RMEE (M3 1e:y@ TUalal
mao aldoslom O1@IWYA6M (AIWIMAIW)o RME WOV @EMOMIGE @RMAUR]oj®. (@HO8 MUAL6IAB,
1997b). al@mo0 aleUAIGO lRL@E60RIGD (2002-2007) @OeM MAll&:oem alrv@lw)es (Modernisation in
Government Programme) co020@)l  ®e3u0MI®oROEM MAJAIMEERUE alDOMOBHS GIUAIMo MG@ICHEEN)
@B, DUBOBHISBT0, WIBDIEBM, BO0IGHHUAD, TVIGIOI®, DTMOMIOEIBMo, alEIG]al®lan000, RMGHE: (M’
B0, MEOaID)R0g0, BMVAIMIUSHOUDO, GILAIMEBBUBS Ml MIURUWEOTD, @)SBWIW al)BOIN®],
H00)6u0aH] AUBRVIA[lEe@3, MUMNBEN®, WSO, o3(NLOMo, @RERMVAGa|eMo, MyMualo agom’] al®eoms)
O®IEBROS @RSIMLOOMAIEEWIBEMORM) MBEZUBEe)MM). (CHO8 MIBHHIR, 2004). ®EGUDMNVIWOEROEM TUAJA
MEBBBYOS al@1OMIMI0 AlRUAUGNVO alFL@] @RHIVI@EM BOBYEO6IWG3 mudeosm aleb@ (Good Governance
Plan) @emlaiooi@oeeman mlatie@adlee) 6w 20w, (6HH08 mde9oad, 2007). quEeEeMEIOg MleaWw] aomy
H&HU3 ®BCGUD MIWORMEM MNJAIMEBBSIEd MsmMIg)my6ns.

1.3. aflel quvdeosm 9ry26ER3

MAHHIBIOB MVEEROEM O@IEBRUY MSaflelee)M@IN BQealSE®B:IR)0 (VVERLAIW aflel OBIAEERUE CHOS
O®ed msanlg)ens.  (007.6n1l.ag)13.0V)E0AH HOMVBEH:IS af)MBABHOR (NINIEUIQ@HIT 2006 @3 SOMV(GHSO]
@W1Close 62ayenls 8001 2eMeEenmdImowl 821 2EmEAT al)0ea]S)aflafjodMms MSOVI® (Voo
68303 (LOGRLMAOEM. (8020l OOMEQT @PMYENITWo 1 @3 HEISYEMIGIE)M)). GOIAUMINA)00 BHOB)Bo
((1ODAITROVWETD)0, HMEIMIS (NIRAFRUIVEB®)o BalBM) AlUOWETS) Boa0TMNIIEMBW)o CRISE MUNdAIMEBBREOSW)0
(AlQIBEDMo OR2]OSIEDM TN OQIOISHW R0BYEO6 60201 R0EMEEAMFIMSS @RM)HOMIW AO®
H@EM. (BHOB)Bo (NI AlEIRUIWED 2005) CHIFIEHHS Hlolwfloal 6al0yalem)@-maiso (DOD AU @D
2007@3 Msaflenss]e ¢sog@d @ogldl moem=enad” (Total Quality Management) @ewain TQM, eoajeqls
80a071M0 20eMEenm)o 1)IMEAMWSS GIVAIM(AIBIM MVANWIMAo GEGUD MVIWWOROEM MAJAIMEEBRE]CS

G038 WBIVIQIZS’ B30 GRIDENOT GRADAMINIG(S2103




659500 &gl asemeiaand - - S
0af).af)V’.63. 9001 : 2008 ==

£2MaVVaN)C PYTOTRT OO

MUOWSAOHOIMBS (a106WIUT1H ROEMEPATE @AM} 6OEWlay). D@OM AlUoEI0UEEBRU3 @RELLOWo
2 @8 0B0S)OTE1HOYMN). BIMOENIW Hajleal alfrIoED Walf)sl Woesd 2007 &)eeal 19-00 GO
Al O BTN} HBYOS HO0HUDOEHIW] al)06q|S)alle) OO 69201 Emol (M@ 6nil.4-1359/
2007) &O0JEHAD® HOOBHAUCIBHIMSS AIGYCOEUWOEN. &HOMVOCNIW ZalWHal B)MUS (NIDAITRUIWED 2010
@8 somuonossl@ [SO 9001: 2008 cudgladlesg alemoeom GeIomleal 1}IMEamI MoalwoNETIMmSs
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©GGUDIVIOEROEM MUNJAIMEEBREITY GILAIM(AIBIM MoANWIMo HAYOAISYO], TVEEOEMO DOAJAUOYETHIME AldD
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aIdeRLMAlmoe) BM@)B60 OBHIS)HEOIM®. JOMol) BGEATUOTY AlMDENI0 AlERUAICTVO BV @RIV (@6
20@(QEOIVIEd ETLAIM@IBOMEBIEE v)eMMmlalaloe aldeumallm)o TVEREEMEBTIM)e @SOgE8 BG:10g1dl MoEM
2o003’ 60) alowWlWows] MBe3uTlafls)ens. (800® MBS A, 2012 - GaleX 126). MVOMUAIM G@RHIVY@EM GBSO
All(MENZ00  AleRUAUBNVO alRV@] MAlalM GEELW)OS UM WIE (6ag) @G MUEREMEMIM)88 MIBGEUV6ES
8)16n%. (808 MABHHA, 2012 ). MOMUAIM @RYNVY(@EM eentodauilend “BEEMaIGlaHB06mMAl)o altd®] MIBQa0
emalo” ag)m aflaveE®ee)0la)gs adeslod) (1)a] 016a[od5led MUEEEEM DaldowWl®:8)o DUGaBEBIS)6NE
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mlao, 2012 M GRMAVYOROWV] GEGUOIVIWOROEM Aldlajlo (EHO8 MVBHHIAB, 2013 A) ATAUIWEB WROHS
G090 (e08 MAH603, 2013 b) allalw crAIMEReH8 CLAIMINIG:000 MYa AlCIWIRIG3 6&E:0Me)AIM®)o
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20(OINWIS W86 ‘@lar’ avocalslafla) mdgladlesy eHo$m@d! (a1063UT1e cEEMMolWom@me M
(aIUBEDM 1}eMEAMD Q0apo)Em)MGIcaleeo] TQM o mowi@®:u8 mosniawla] aldlud’laimo M@Be:) &
@0l (#slel, 2005). TQM aque@Bo]O@1end (alGaldBMo DU8EOESMNE @RAMHET aldludlaimodmalw)o ©al0)
QeMIB-Maiso (NIRAIEOVETTEL! CHUAB00) VITElol) Bedld] §21@BRIMAIW (10 6d.all.ag). addaHlo
@POIM8s 9082E]® (VBB MSOB].  ©al0)AlERIB-MEISo AlRUIVEB (IMVIWAE’, BOAUM (alrlawad’
agymilatee TQM agom @erd@o ceIoWwieaSIem).  quoadlot) &eldle:u8, qUlolod) ®ealg), alermIoW oDy
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oMo @10)20Mla)). BD@IE: MUDEOLEBBU3 B0)E6IW)o, DMBANBGRAHME GENIOBW)EHU3 MuNdaflaflo GILAIM
1eMMNRINI0E HR2}eS)OM@IM 2@G)MOTTEE BT aflWI (Ha'1d:Glaf)o V)eMMIRINIE0 OO
QEYOIMB Al 0aIORO® M2ERHOEMEBBUY 6al0)AlENIB-MAIS0 (NIRAIEUOWET MSaflelnds]. ©210)aem)d
-mgjgo (WILaleo@E@d TQM 603 cow@ow) 2007 @3 Msaflelesl® #»oEiEEE)eS ModHlai®o a)ales
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LMEBBBIOS BRCAlG:H MUI1B:0186)8, GruaMo/allaioo M@G)E: af) MU E66M GlAlOBHRIO0 MIEGWOUaj®.
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9006 TUBHOIEH}AN EREAIGBHUMDHUD CaldoOIDAHU alCladGla) GRO® HNVGaUM)HEICRIHS 6B:0S)H0),
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0)® @)SEEElIVAIE60W] af)Bea]S)OTIQ  EGIVAIM EH(Bo  Af)IN @RHUOWAIEM 2009 @3 (A0S 60a0lTVOW ©)ald
MOOQSO).
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©IE8 ©®Q2008610la)).  AUOYIN @RCAIGHUMUE OZEIQUOITE CO6UOAIS)OTT] CAUNETIE OAVHaUM)HSIEIH6
af) @D 1E86M)0, ®MBal@IBGAISITD BOEELIOQS}OT] AOWEANG:S)OS alfiMo aM  1R0SHIM)o MoWOMR)EMEISH.
$)5000 210NE6B 6a01MIE8 ag)OHOFEmOCE @RGIM)EUdHE )OO, BF B0anlMV)BE1ERIEH60 anledw]
BRIGHHD Galo®)M aflaldo GE6UN|S)EmOM ‘@)aiean” oglqyuoye’ (Movement Register) agdeoqls)cmo.

2.1.4. 8920100 malle:06mo

AUV OB:S1So HalM8Sla] AUETIIBE. 630001 A0B6M120)BE)6S @RQB:)Qalem?:08 MSE. 3oanlmy
al@lEo 1o)allddlay). HMILS@ MoawImo HRalealS)EB]. RIUMBOI)eS Ealoyallao, HIVEUB ag)aTlal
)9} @1© centodW @laflseEBE]@d (IBBWTlaflaf). ©0860GW 0)o M2ERH:Ela] ag)Q0 (AIAEMEBBS)0 COIG:S)o
0600S101sW168 BI5OmEe01TWE8 (Ha1H0lay). @e@IeMg uy&Hlajjo all@osmalo R10MSHe0 ageiaila)).

2.1.5. a1m0oAUI&IMDEOM®)AS’ alGlatien®emal)o (alBBuomal)o

AlMOIUGOUDCO6L RMEBBBIOS &)S] BRUOWEBBUE OUBEBRMD al)M:000ilaHee®]a]). BIVAIMEBBU, @RI AIE1E6)
Q08 GAIENE alE@0IW] MUAWO, a0, GREAIGUECWIOSIajo AUWIEHHENE AQ) COEUBUB af)MIA! GO66|S)OT@
el eeIodMS Al Boanlmulm) @ymiled (IBduTlaflaf). CLISH:MLN0aIMEBRUS, EIaH(STWAI08S] 600
MV B08, 6®I¢1RIE] MUEEB:O6BRUS, A1S)BUB, (NIAMVE, agMIaiseBRgla)o RMEBERUZ AIMEalo)M AY 69an’mv)
®Elano alDoIUG000606! AU®OEMo 621V®).

2.1.6. (a1BB0OM @ENIOBW) B UB

Al B0a0lMIM}aj0E® emogIay eentodaw, a’ldlot) @MIOBAW)HUY ((WOAMVED EWIWO, AlfTUIWEIT
@O0, QUIdlot) &milgl cwowo, QUIWGlew) &eilgl EWOWo, Yol EWOWO), BIENIMIROME, @oealcal]
66(SENI}) M@, RNV, RMM-006m ERIMIG(SaHd, AlaIEo:;:000 Mo, aflZleimdm) & @R)Ble0
alaHmMd en1y)G00 M@EIDWA MosnIMWla] AlIEEBBRU3, B89an1M (aIAIBEDM VAo, HTVE:aUM)EHB)OS al)DdEl,
2IUNEO00)0S a0RA )M (al38UTlaflay). DONLNES OAID@RMEBBUBLE AlERUOWOE® B0anTMI1E8 AIMIGE3
60G00 HMVAUOMW)0 a)R®EIOQ|S &IUMHE, BRAI0IOS aN0BRAB af)Mal cAUNEIEd M 121086003 VoWl
2]}, DA a)@}HH)M 2EDOAIEITmo MRENWIE)BHW)o @)SGWIV AleIYE)EM@ MSEHW)0 H21T®).

2.1.7. ®108191 mudseeud

aleo@amleal aflallw 0 EBRE1es @RSIMNIMETIT 21Amee0)es ‘eogldl mudseslud’ (Quality Circle)
0)al1B:0aj). (B1081g1 MBHNB MLoeNIMWla] @RRLIOWO 4 @B GENIOHAV 4.6 HOEM)dh). AlERUIVWEB BoanlMileel
(alUOMEBBUY 2lB2] O21QIM@IM)0 AlBlan@EOMM@IM)o 988 GAIGIWIW)0, M)SB2|WIW AIBlVYIAIM@EMIM Qflau
W6BRUE MERIW86) >, MocaiSlallee)d M’ 2EEAEEDEERE MI0EAIQIMSS MoAIWIMAIW)0, AlEMJal®
MUManiBo 205190a{lee)0M88 AY1H:051WOW) 0 RIAUMBHIYeS &IOSIGT MVARSH1U3 MoANWIMo Dald:®la).
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8)20W)88 (I00MEBRUE H10E1F MVABBHWB AUF] alBla0Glaf); HFIWOTMA WM& EUIBlol) GHelglw)eS ald]
wemm@es allg). WMoy qRodlot) Heldlwyes MBEZUEERUE aleoE™ MAIG] MSaflees]. ©)S0e®
Oal®ERMEBBUE, RIAUMEHIB, 2MAGIMWIBHUE af)MIUOIOS AlEI@]B:UB aldln0G]E8HB AleUIWE® qVEAIG)
HOME®OoW]. ME@MINTWI®20© ©@18ajoseelm)o 2mal@mwle:g)o 2IImeeI0)0 @AL)SS aldMJalo
DSEAISE a0{BIAIBE)MN@IM)0 AleUIWE REMMVAIGIW)HS MIOMME aldlvoacmlaneswio alele1o)Ema©d
GROINEBBSIRNOSWI0 BF1610TD).
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21N B600)ESW)o RM(AIGIMWIBS)ESW)0 &I0)(0al®] AdaVla]lee)MmM@Im)o MOM @RUOWEBUY MSaflald
#6)M@IM)0 alerUIVWE™ 00 MW, 21568803, AUYS@I®I Alld:TVMo, MMM MVICE: B AlB E:U8 ®)S6ERIW
a1 ©EERO8H6)0la] af)elo BOMVAlo @RELHOD VMIWIPal OaBe)EUAH0 O  1dUB MuocalSlaflay). aggalo
Ma] (AAUIB@mMo HOFa I BN 2EBLONMOe0E cOMMAIG] @REIM®E]a)).

2.2, (an6mE 6920y mocmé@ma@;’

©a10)QIEMIB-MEJBo (NIRAIIUOVEER! 6S05E8 H108101 @emeEenmdlend aflwaloce UBee6 TS @oalles
Msaflenesle eV MVHOLEEEU AQ) alfIIWOED)dElalo ag@eaqls)EmmM@N) @yemoslwowl] ‘@’ aiw
mos ZHlgjaloal (NIRAITUIV O HENEB (a0NE 69201 20eMEOd” alole:uemMod@a0 MSaflends]. (IMG©
BO0 AURWH0000] al)@OBWIESV@IOMm @SB TVOMNIMEOB AlUIWBM)E:UBHE (NN Ban’lmy
Moailwamo agdeqs;EmM@INT @08YMIBEGU0 M@B)AI0MB ‘@lal’ MBBOIRIEMIS @REYBMAl)). @R@M Al
000 2009 @ (a06NS BOa0IMU @OEMEORd MomIMWla] OEDOAT EHO8 MVABHIB a0oals)allay). (cH08
qLAHHIB, 2009). Hal0}AUEYB-MEBo (IRl TQM anes agdeqs;em@ agalo B MVDH0y
6EB8)0 Al O HSEIT8 MSaflenesd (aoems 800l aem=eand” quosnimwla] MEHHIB 0o S)ailay
2EmO0Ed MBEGUTEe)M). (GPMIENIMDO 3 &HIM)dE:). aNQANGS)0 @aldfld®8)o 23O (&2le:0le60Mm)o,
ANQEN U3 /Maldfl @08 af)MIAUW)OS alo(@®asmal)o, MsS@ AlleiwioyEman®8)o MSEMOMBS TMVollWoMo
aB36a]S)Om)AU0M)0 (AIMN@® 2@DEAINGE AlOW)M). DA (AR HAISH)M@IMSS alclvd’1eIMN aldlalos]
‘@lar mocaislafla).

(a061E B30a01U @0emeEeand” MosniWlay MUAE6HI8 2emoalleal MIBEGUVEERUY (Aldh000 EHOSOTIOR! al6raud
OB 2009 @ MSafleNEY  (a0ME 6901 Moallwomo AUSEEWWIE0 (altdoM GMS]. aglMIEB (an6Ns
8020 milom®ee)0la] ‘@lel’ 2013 @3 MSOMIW AlOMOTIE BO@H M0 I0LEBBUB MU aHS1ee)®HOM aldlal®
00© 60) AleH OGRIGs A0(@AW] (a0enE B0an1M) 21)0)6BElW®IW] emem]. (0oRmM.o=.6nil. & mile).af)
M0.68., 2013).
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muBeoem MBQanemo aleuelsimm aldlaidomm coesmosiac (Change Management Initiative) agyam aflvooal
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TQM agamyo o6me) caisHaRE)NE. ((B1ETYIMY fnil.ag)ad.& AU af)@.all., 2008). EV@& MVIaDaIy
68BU3 (MUY aHS1H6) B, CGILAIMEIRSE)OS NUEAIN0BHH0U) MSED)&, Oalds) AlTVIHUd OQI0ILO}H: ag)MIUDIEN)
“a00da” TQM. “emvoadq” TQM enes alleoaim ©a1gaM@) @)@ OV 60afoa]S)OTOES 9BYM6ERUS, Mo
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3.1. epm)6lo

(N)MEAMOVWHH}Glaf AJAUIMIVAUGEOOEM OO @RANBEIAU0 M@ 2lBad(8 MSEEYIM)eMEEs1a0 GV
©1celee)88 2alowlow ¢s05@3 10101 aoemeZoany” (Total Quality Management — TQM) celos (voew
@022 O af)iBal®)HE1el06m). 850800 EoNOE® DLIaIBM-EIVAIM (al30M CacIRIG:ElRI0M) D AOEM
Zeoand’ milRLIMo MSafleleelUE)M®. Haldo®)RMo (e 1e:HUleeM 1618 MwacwImssed Mmlan)ee:0ms
(N)EMEAMW)BS GBIMEBBS)0 CIVAIMEBBS)0 MTEEHEMNBOYMNS. GO 0AJUOYEDMTIMSS M0eMEORng’
oaiwlwoem TQM. esog@d @ogldl @oemeZoang” mosniawlay allalw allmon@leud (Schools of Thoughts)
@oem=Zenangled mlaiaienss. og@le)oe HAIWIESOWEI00 MY6LY DVDANE VYEIMEAMI MVoAlWOMAdEM).  !}eM
camd moalwomadlend meuayewow ISO 9001: 2008 muosnicrwla 20d@ReoeRIEd G019 @oeme=Eenad)
Mol @MAUIBEICHNMNE 8 O@IBRUE MIBGRUTIL)M). (M@ O@IEBBE)OS Mod:Hlai®o AleUIWE™ ©0
210 alUROCDRIODITD 2jAOS 6BIS)EHH}MM).

3.2. esog@d 1010l mocm=Eeand - ®@@iEBUd
3.2.1 zmes e y@o (People Centered)

aleRAOQ OO 630G (AIAUIREMMEBEB 0 RMEH (Bl @ROBHMo. RMEBBIOS alBSIMETMINS @oOI0)6S
@ROUUDEBBUBS6)0 @RNANEBRUBE)AM)MVEGle], MYAGTOM 2l586)SIM8SEEd MIN)OB:061E, BTy MY
a06Mo MSEEMIOPIEN) alfIWE®1002Z]e8 BV o al)BERNAIBIAMA). S5 »I0gld] nocmEenanglend aggalo
(aIWOIMAOW RMEH(B1B @ @@lo AUAUGHIEH) MO RMHOW)OS @RYNIUDYEERU3EHMMEG]e] MOGRIW GILAIM
68BU8 ©)al BHEIaIM 621Q))EHOQMMN@OI6M).

3.2.2. emmymio (Leadership)

1FMEAMW)BS GIVAUM (AIBIMETINT @R {THICAIGHIGAIEM EN@Y@I0. IO IGHANN0 aNLI(AIBAAIW (ARG
momla) moeal emmyio (Team Leadership) @emlalnoymosny. emoyo mMowle)ssaio)es @edajem Geniow
GO0 B0} (AlalBOW®)o @RM)MVE]L06M 1)EMEAMWIBS GIVAUIM(AIBIM MVoAWIMo MVOWIAOBIMO).
emoi@Iomlend mlommo 208YmIdeguosmsgie allaidloyemeane MOIAIMEONM LlGHEEESYOS aRd: | 06m
O@IMYo BldH} (al0al®)He)MES (VO MEBTIM)o @M@, aald RIAUMBHI0}0 B1SOWVACWINS al6Tad
@OB1OY 2IeU (01T E6)ClNE] @BMHH;UIMSS 63920l TVIAN2IO@ENBILO}UIM 00 (al0nICIW)Ss
BM@@Io DENRIB6Mo.

3.2.3. amoglomo (Participation)

a0)2JoAI0)esW)o al)BeQR@0® almoglomacsny (Total Participation) cmunsaim@wilend allewolend @eslmuaom
wlal agelo melmsglanmssalo)esw)o (RM(@GIMIWG03, 2EBLOHNMAAR, Hal®RMEBBRU) al)d6) alghog]
QOA6M (alQUBDOM EOOJHHUADSE MBIMo.

3.24. (aeloowlagiclmo (Process Oriented)

60) (MNJalMo M@3E)MM GMLAIMEEBU3 AflAfW (AGGE)0S AlBleMI® aNRINd6M). Rld:H 0 HOEBAUGE)MM@IM)
ealenegl aflmleonilenmm afleens)os (am)at)GUdaH], allIOBMEITVDEE Yo, (AIQIG@MEMOM)6L MOa0aIO0)
a02IM8AI06e)M OlMWeN88 AUIGIMIO®EAl (IUBCMMEERE)OS MUER)WOA0eM (all@:]lw. AlleQImBRes anel
(19aI @01 @) UOEE) M@IMBS al@leMoR (alUBBMMAEM (al(d]W.
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3.2.5. aiyjanowlaticlmo (System Oriented)

80) Mundalmo aflailw AyeI68)esW)o AlRONEBR8)ES)o AUIMIMI® (AIQIBEMMEBRS)ESW)o B0) Qy)aNAD
oM. (alU@® QAUAOOB]OL! CISH:6BBU3 (2al0l})a06BBU8) @EN88 aloMUal® NIMWA0 (alld: Q&80 @M
21U |(al0a]®]e6 MIBOMAW afLlo HBAUILH)MMD). GRIW® D ARISHEBEBRSIT8 aBeME:1Rl)o B0) AUBTIW)ESEWO
aleon@Blede@d EINEYMIMENEIEHIMM AP IEWO AlOIRWERD MUAIAIMETINNG HAICTHABTIANSS (aIIBGTD
MmeOE™ MOOAOW] enIoWleedo.

( 80) Hajelloal 021010 AlSscd a®] &q|03 0)6EBEO3! )

3.2.6. ©)s82 @I 6R2jeqs)cm@d (Continuous Improvement)

§0) MNIMEBIHM MEBTIM)o LlEHU OIM)o @MMVI@AIVIZIEM (AIUIBEDMEEBU MBQYaslBHelS)a
e mlomo aleiolo)emealln) allcwaossnsmoe. Aleiwlo)Emalm)8s eWomneEBUd aly®imMN®LlEBEIed Mo
(MO0 G2lGOMEMIME. LISHEBRUY H6GAIC1E)M@IMONIUDIRW (alAIBEmMEEBUdLs calMe llenlsesud (am)
axyailealo, alURIOBOEI VDO 0, TVDANIBIMMRIE:HO af)MMIL) @R)AIVDIEHIMIOMNBMM TVAWWINVAWEBEIT 90
AU @mEMo. ¢S05@ ®108191 avem=eamlemd alRWo ©)SA82 WO eaajeqisyemad (Continuous
Improvement) ai@l(wooo @REM. V}EMEAMO Mo, 1N}EMERMI LIGHULEERUS, 1}EMEAMI BIWIG 01Eajod35)H>0d
agymlal Moo afleioiloycmelm) allew®arss 1}MalERO® MIQEERUT AUOYEMEMo. EILAIMEAMONIBRLMAT
MSHOMOAUM @SB IV D0 IEHHENSRI6M.

3.2.7. anio)mowlaicle ®lo)aomens)eead (Factual Approach to Decision Making)

ModalMmEmlem AllRwo 22lM20Q ©10)20MEERUBBOMMVEG]2]lBle)0. ©10)ROMEBUE Dall®lo anRIAICm)?0
S6Men®E;108 @GRAI UM @)OEHOS @RSIMAIMAES] BRIGEHMo. DallMAIW @1V)AIMEBBUB, &L MVAWDTT)
af)S}HNEMONE; 1T A lERUIWOTIM CRGIMBS (aIANIEMEBBRS)o GOS0 GleMo. @RAIWIE Mmoo AIEleeyM
AUN@OH03 @RMMVClaowclesemo ®@loy)@omeas)seealo Msaflalosselo.

3.2.8. alemalo anessucwo (Mutually Beneficial Relationship)

2m6BB08, M(AGINWIE08, 9E8J0NMAR afiMIAI)es MEMO AlClUoAREN RMEB(B1HI® Al ETIOg
ANROOEBNOAG (AWM CaISEo. DAIB af)GajoP)o aloMald alj0B:6EBEW] (alAIBETEeEMo. aloMUald DSealSal
sgleno (voaBEglalo 1)MalEAI® BOQAljo af)2joI0}OSW)o N}EMAlEAIW NITWANC SlE:H(A0aIT)Es GPROIDLO
CaleH®RM).  BRM)EAINOHRIMEM MuNdalhEmleal aly@ymua alleomssrud (Section or Division) oenlenss
AlOM Al OEENITWAIEM RldH ) (aldaidies mlBomo.

(mgam»gsrn’]a:oﬁ ag)(@ AEMIaNEAIOEMB:]RI)0 CHIBEmIeMesIocel OEI@OcB:g!)

caod aflucly ©OIERUEEHSINOIMRIW 60) AICMESRAN G@ICVOT(@REM @S58 H10Eldl avemeionag
(TQM). ol almoEB]E3 Msafleneslwomd V}MEAMMISE GIVAIMAIBOMAN0 MGROMAI}0 MOWIAIB:)o.
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4.4.
4.5.
4.6.
4.7.

4.8.
4.9.

@S0g@8 H10810] moem=R6n

@Rn)6ro

2MaeH (Bl ®o

eN®{®lo

”)eMEAMI MWO)Yalldoemo
#0¥alqos (Vision)

somyo (Mission)

myemeamd mwo (Quality Policy)
(!)6MCAMO AldhH | 68BU3

(Quality Objectives)

aleO@E®™ Malo] alleiwle)Emed cwono
al®o8lomo

el @owlatiClmo
ajjanowlaclmo

@SB82 WO GaVAIMO HR2]HQ|S)EDED
al®l(vomo
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4.1. eo@)6alo

6s05@8 #0811 @oemZEennd (TQM) @©16e8018 @RV IO 3 @B (AIE1al0E]a}aIGe0. @®IEEBUY (A0EWIUIlH
@AIOMIGE3 QAUO)GMIIPIEN) GRAMAAUBTNIE:)MN®. (IMI@@ @@IEBBUE AleRUIWOD MIAN2I0OMIC ~f)6BReM
(IGQOINEDIC AUOYEHI0 a)M@IEM D @RELIIWo AflAIBlEe)M®).

4.2. 2mes(B1e ™o

2MEBBBYOS @D EERU8 Mlocaegae, @RA0)OS MmiRIaleman2W] NIMWea|s BEEME)SOAM Mlaiwled
(a106BUTlE MVARHHICIOM EMMMIBQA0Mo RMEHE((Bld: @R0E:Mo. (IO ©022 allols: 1994). RM & 1WI
MY@EMERNES EHOSOBIE8 MSaflelesw GRWH:00 Alles((31e:06mo BMEH(BlHY® $0Falalosle)ss@oe).
(a106BUTlE MURBSHI0YHOS BMEH(BlHi@RISH] GILAIM !}IMMIRINI000 O0af) AUOYEDIM GSISE3 G I0g1d]
20emEeadlenes mowlee)o. RBMEEBS)OS GRAUDLEES)0 MOROW EMUAIMEEBRG)o (AlBIMo §2IQANE@IMO
Mo aleRUIVOBONMR 630600 (alUBODMOETIEN3W) 0 BYMWEMM.  RMEBBBYES GRYUUDLEEBSB)0 (Al®1E:UDHS)0
®60MmROmIM8s MM UGl (NIATVE. GIVAIMEEBRS8)o AfldMVMAIUIBEMMEBRS8)0 Mo Wlay
2moElanato @ROIW)M@IN alMEIVAYRO MBEY MSTDOAM@OI6. (GENUIEMY 4.1).

e M 4.1: aimemua)an avdeqy (Citizen Survey)

LRMEBBSOS @RYAUUDLEES)0 (l®1E:UBHS)0 GRHOIWYMGICRIHS B0) alDOMVMAD TVBGY MSTTIAI
M@IeM. L@RNES Ale:rM-EIVAIM (aIAUBDOMEBBUB GO0 HHUAN)0 alAlalBAI)0 BREIMGIM)SS
LMEBBRS)6S MBEZU6BRU3 aMMIIRINE6IMB &FlW)o. (NOIATVE MSHHYEMIIELI, HaIOMYERMEBBUB aleralo
QOBIE3 CGILAIMEMIMIW] AIE)EMIIEPI, eMEls ArlS)®EIEd MEMI B0O) Galoryoalall 9aleouila]
GMLAIMEEBS)o  AflEMUM(AINIBEMMEEBS)o MUotNITWla] RMOEIRIaHe alDEMUAan MUACQWIaNeS
@ROOWI0. @R@IMMMGlajjo MW@ AlJAUIMNGSE]TE MIANIEE:NR}0 AlBL@]BHS)o (AIQIGTOM
68B8)0 IO B)ald:BialM BalQemo. alBV®E:8)o (IAUBTMMEERS8)0 O)aldElalM 621Q))GMUU3

RMEBBE)OS (IO 16::H 1366 Daldlwow] vyemeam (Delight) £0a)aIo)@®0Mm (ale®ydro (LoELIEeEMo.
- J

alPOMUAa0 MUAEQY abllo (alC@id (WoaME allgla] EPAUIOGlAlesemo. (NIAMVEW)ES (T E06mME)S]
alelnemle] qudeq) 01eajods @RMmIanoEe6eMo. ¢S05E8 108101 moemeEZenand” msaflenesmMalanes alemio
womlay ISO 9001: 2008 audslanlesearnd 2IE)ajor)zo®:)Mm M1MMERO8H6)0lajo (NIBMVERWITE al@a)
621Q)6Mo.

4.3. emmymIio

6S03@3 H1081G] ROEMEOATE HOOIHUARIW)o alRIAIBRIW)0 MSaflenenmM®I) quial em@i®lo @RMINI0Y
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mlaintoe meallwom@Esiln calenz 0BYEEELBUD al)0eaiS)Alee)B®)o @A MSaflendsulg)8s MO IMEERUdLe
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5.3. eag.agav.e. (ISO) 9000
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0lea|S)M). ©af).ag)TV.6. 9000 alOMIOBUE $0eealeadV] al®)8600)6nE (AllUdBoUDEERUBHE @RM)ENIMWo 6
®06M)). B0) TUAJAIMEMIM MIEMMIAININEMSS CIVAIMEBBSlo DEIAIMEBBB)o (alB0Mo H2IQYM@IMSS
(AUBEDOM (B 2m  120860M)0 @REIN MEIM2IW aflaflw @eo (aledeMeEBg)o EZIQVO)®HS)o OQI
0086/ al@1al02ll8e)I0M)o MANIVW G (AlTV@® 20BYEOEIBUD.
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e [SO 9000 - wyemmlaiaioe quoalwomo - @RSINOIM @MIEBRS)0, AlBEBS)OS @PAMOMEBE)0

e ISO 9001 - wyemmlalaoe moaflwomo - V}EMMIAIAVC P0APBHIMSE BOOE ((WleeaV, 9aiald
BMo, GIVAIMO af)MIAIW)OS AO®H>)

e ISO 9004 - vyemmlainioo moallwomoe - @oemeEoang’ cam@en)o 1N}IMEAMI MoANWIMGETIM)2)SS

mo@({,gcz(oeu

aflailw 068303 @PAI)OS MIRIODBT CGIVAIMEEBRS)ESW)o AlE:TVM (AIAIGEOMEBRS)ESW)o 1YEMEAMO AIGREL
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ISO #6mmrdsad @69 alowym 2omo0ElomeEBRud MBqaoles)o
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5.5. wyemeamo aoawlg)&ud (Quality Audit)
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ISO 9001:2008 mdgladlesq ei€lee)alom com @ ms)M@IMN Msafleinses)m @&oglgl asemEeang 6mmoo
el oW, oeadem@d Bowlg, @)oo &&Hl oWl agamleEsem @M) 2aIgEBE8oW AlClErIWMW B
allew@mnossemo..

5.5.1. emoo &&l @oawlg (First Party Audit)
aleIo@ED MAlEIW)es MEMEMSS a)cedN®] alleiRe)Em@d 6oWIQ.
5.5.2 weademad sowlg (Internal Audit)

AleUO@ED MIRIVHH}aN BEAMO OCNZI QIO HOSOEHMNE MEFEME@E BOWY &HI®IRIW WSEASHE|CD
Ms@O &10g101 MR BY@IA0OEMIN) DO UOYETMN BOWIQ.

5.5.3 @ymoo &&il @oawlg (Thrid Party Audit)

Moo HdhHl B8owlg) o, DEMBEME@S BWIg)0 HFETD@IM)EUdato £l BOWIRE MSE®AM 6oWIgoeN) @m0
S&H 80wy, MOdaINEIO (1@06meaBud ISO aodyeosy @pM)MEajocemo, myemmlainoe qvoallwomo
(a206MEBBE]E3 A lOW)M®)Ealoerl MRIM]E8He)M)EEN=I agiaM)o M)(MI0 ®dHl B0 alBleUIWMW s aflew
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5.6. @r(BWlegaumyo qudgladlessaumyo (Accreditation & Certification)

80} muodalm@ela) ISO 9000 cudsladlesq &lg5ym@la) 680y @)Moo Hedl  BoWwlg @M @06
MA@ TMVDEHOLEBES)0 GIVAIM(AIBIM GUoaHIW)o ale:0lo AlleirfleyEm] (@)oo & &l 6owWIg) MVAS]
afleeeau8 M@dHMO [SO @r@:uegaud 988 munoaImeaBgosm. @(HWIEQAUM 988 MNdaIMEEBU MS
@M @)M0 &&Hl oWIGIONd antlo @IAIGISHEOAM GMIOWHFIT (IMIG® &oWIGM allewwarw
mundalmela) ISO audsgladleseaumd m@deyo. @)oo &dHl Bowlg MsE MBSladleeeaud MT3EIM)Ss
@016 @R(HUIEQaHUM. (6ag).af)aV.6. MVASAGEHHHUM M@ELHYM@IM @RS UICQaHUM 988 MuAdal
MEBBRBIOS algld @OMIMNITWo 7 @ OBHISIOMISENE.) ag)imo@d ISO mlaiaocoe anrIB@m)an MO0aIMeBERUBH6)
@R(&WINAS MuNdalMo MEBHYIAM @0 1H00206M TVABSladlEH60H3.

[SO 9001 : 2008 @081l mocmeZoand” milaquo (QMS) qudglaa)
HHQ B0} MOaINATOM HFIANe3 @R 1EH00A6M); LIV L.

3.7. @p(swlegaum)o, qudsgladlesdatlo - @SA@ (allH1@

Mudgladlegoarm)o 1}EMMIRIA0E AIBRLMAY0 @)SA (LI, 6af).afiaV.68. MBSladleeg @AM QUG
GO 2IEIHOMO. af)ajd AUBaHal)o BMMI0 HdhHl BoWIQ)o, MENBEMES BoWIg)e MSEOMEN@)o @YMN)
QBato HYIWEMIOUWE @M &&Hl BoWIg MSOB] Hag).afiV.6. MVASAGIEOT A)®)CHOEME®)A6N.  @RO)
Mo@3 EMMAIGIW)ES BMIo B &Hl BOWIY MEMOo MSETMENE®)0, AlBla000 MSalSlt8)o B)MBBHO}OE MS
alS1h8)0 66BHOBHIEBBENZM)0 BOEUBUY MV)EHICLHME@®)A6M). (AlMI®® @)SA (Al EU8 MSHH)aN)EENE0
af)M) al@lGUIW]BHIMOW] @RYO) AITVEMIHAINRILHECRI), AUBHDWIOAIIGILHGAI0 @M)(MIo ¥l MuNdalMo
BAWa] 20aaIC)Em)o. DEEBOM MSE®M MLMALMETOM Mudaaieidmy sowlg (Surveillance Audit)
ag)M) @RCIWeA]S)aM).

5.8. 8ag).agv.a. (ISO) 9001 : 2008

©BBMIauEM @S BBVOOMEMHMB andd quomdewdeswemaud (ISO) aflallw caseiegled mlalaooe o
aaoy@m)mM@M8s SO alomiese866)01a] (a1GlainElafjaice. @6 60) MOdalNOEIeng aemEenad’
MoalWIMEWIEE 1}EMEAM® POapAIC)EMAIM)8s Bod\YmIdeguosasgosm ISO 9001: 2008. o» @ddycos
aflallw ez yeEBEloal (a1063UTle: MBHHI0)BU8 2UBeaesSW)ss MmundaimeBruwdss 1SO 9001: 2008 mudgladl
069 2IElBO0MININD ROV 6ald®) MBEFUEERUY ANAIGIBeYMM). AleUOWEDGHEIE D MVASAdlE6] LI MM
ooso0lol@lcd TQM msaflenss) 60a01m) aoemeZoand” aLoalwomETIEd @090 AIEYE@IEE 1}eMEAM
MollwIMEBION3 @)62)(BYIWT GR®) 2O0)o.

G028 WBAVIQI3S B0 GRIOENO GRADAMINIG(S-2103




659300 &[]0l 20emeiaagd” -
6)af)).af)(IV.63. 9001 : 2008

£2MaVVaNjC @ 160U QD @)

5.9. 6ag).agi.a. (ISO) 9001 : 2008 audsladlesnaud - aly@o

650308 HI0g1G] oeMEeaFlenes Hagf). M. 8. MUASlalEEeauM EMS)MOIMSS AUIETOT FdERUD
@)alo 2l)QUOS ©)E0S)E)M).

. ISO audgladlesgd ems)m@IMSs qLIGEOE: MaNIWo M@BE:MTIM)0 @10S]Fl BOMITE O)alle:d)
#9)M@M] alEUOOWIM Mano@leaymalmio ISO e:emmuuisadlem mleoulenemo. 60) alermid
@Omloal 21UUMB0YOS af)SHRATIMMTVE]afo6T BeMBaLKBS3” My MlvnIle)s. @endruudsaglom
MleowleeyM@IM osened allglensmo. (@peala)¢ OWalys Wossd Boaslmd ISO &edavwdglom
Mewonleeom osened Allglajolend a0@id @oMMIMWoe 8 OISO C1ee)aM).).

ii.  qudsgladleseaum)ealsnE] aymoo &l gowlg msemsmo. @r@lmycalsngl ISO soawlgeo mlewow)
Mo, WEBROM MSOMYM @AM B&H! BOUWIPIN) Ha10aNHUEM@B a0l MEEHEEZE)6NE.

lii. @sog@d® @0gldl @moemEORMd’ MSallanee)MEIMNOAINDINIW AURIDTMAI (VDO L6BBS)0, EMINSA
MolwIMANo AlUIWOBTITY BO)ECHOMEMIMBS 6alelQl

Vi, a1moauoyan mdeq ms@mom)o, 6leajods (alnileu]e:cleeommes ealeial

V.  6s0508 ::1081G] moem=Eenagleng a6l eals@noem 00Ee0dW 00emEenns. Gr@IMSS 60663
00 M2RHE1EOMOIMSS ealelal. . HF1WIERBIE8 (ID06MEEBS)o0 CoeUdS)o WiKlgeselmy
& alyemo.

Vi. 6s03@3 #10g1d] @ocmEead msallelnse)m@)acd cINbeals MSEEMENE GEIOWAIBIGHOM aldlald
Sleg)o )58 aldlalosle:g)o MuocalSlaflee)mMa@mss ealelal.

Vii. - audeaieidm’ sowg (Surveillance Audit) anlony

ca@d aqu)aflafla) 2QISHEEB08 ©U8EASIOD] (AICOIB GAORBS @RANHHGCHOME@IM). alELES] @YIOIHOH@D
muoeniMwla] (.9. (MowW9d) Mo.2001/13/@.MVLE, @OYAUMIMal}®o, @@ 31.7.2013) @RMYENIMNUO 9 @3 OISO
©1e6)mM).

5.10. eag).agv.a. (ISO) cuooaim aquoailwomo

9E1nIMEERE)ESW)0 GILAIMEEBEESW)o MRIAD0 Y0AJAUOYEMM @M, GlaldENIaClaflee)mm@im)o, enimw
0a]s agRMMl®:e8 MaleeymM®@IMm)o, aldludlaiMo O&0S)EeeM@IMm)0, 20BYEOE 0)alle:GleeyM®IM)o, @Al
al) @& M@1M)20w] MEAIW] MNaIMEBRUE ERM® CAIRIGSITE (AIAIBEMIEO)MIME. GRAI 21)AUOS O&EIS)
HOYM).

5.10.1 en1y)c00 @9ad amym quocdeawdas (BIS)

NILIE00 Bad M8 qUOMBEWA @S (1986) enes Mlalnfled alm Bo) GBUTIY MUNJAIMAEM 6NI§GOD
8900 @y quomdeawdnd (BIS). allallw eoaiaisglad quomdeandaw)ud (Standards) o)alecleeyam ceuolw
mval@lwosny BIS.

G038 WBIVIQIZS’ B30 GRIDENOT GRADAMINIG(S2103




659500 &gl asemeiaand - - S
6af).af)(V.63. 9001 : 2008

£2MaVVaN)C A 160U QD @TD)

eenuod U 5.4 & 6n1y)609 B2al @y quomdewadas (BIS)

9 ©10) © (9 Gl ©10 683U

®  OMEWABWIHUY ©)alldClee) >
®  pieI0S0] al@lGUDIWM MSETM) B>

®  alElue’eimesBud MocaiSlafles)d

* WomewduwHElod @RIMMAEERUIY MaNE:E6Mo D0af)AI0)OTN)

5.10.2 @10€1dl ®vemmil@d aoed oy (QCI)

DDy VAEMAFIHMW)0 LAVYB AUAITVIW GRIDG:OBTIHM)0 Mo®)H® Mooocadsm QCI. wmwleal @oris
wleQaum agzmdmilseg mlwalesano memeam MloleHleoano DoapO)EmE)e @M D MAGIW)eS
agsyo. [SO 0)afledlay quomdeandliod msafleneeomiss M 12)e08 0)alle:Clee)s, Bg) CRISEMNdaIm
6a3g101)6S @A MSaflelNde)d, 1}EMEAMHS &H)S}OE8 (alald®eMo ERUIW-ERINAEEUNIW @AIEBEIE3 ag)@1s
#6)0 agimlaiosm QCI @yes (audemmeasud. QCI @os #1910d Moauem@d @o(HWIEQaud GenIodal
8a00@ mdgladleseaund eeniowlay (NABCB), moausm@d @e(euilegaumd ceniodall Ganod ag)wy)Eeeauad
@3 eswmlou) (NABET), moautem@d ceniodns ¢anod 3a02MUalg@M £a0GBEB) OBHOA H(A1066MUEWFEMI
(NABH), moauem@d ceniodal ¢anod 10gldl 6(aloeaoaum @pad’ moauem@d @e(@legaum (NBPQA),
eenUod €andd esqylod) @R ®oafleeniaum aieenioog01amy (NABL) agam’l cmundaimessud gens.

5.10.2.1 moatem@d @r(&wlegoud eemiodnl ¢andd mudgladleseaud esniowlay (NABCB)

D008 MOaueM@s @R(BWIEQauM @nodW ¢anod mudsladleseaum ceuowlad (NABCB), agomor)
alleowo waleemd ®@eaM &Iogldl &0emmiles 68oad oy (QCI) @@ 0)alle:dlaflgins. @A) agelo
mundalmessglano @)mio HeHl oWl MsSEMMEIMEs EPWIHIEAID @R(HWIGAS MASladleHaud
M@3H)M MUOdalMo. D @R(BWIEQAHM &SI MNIAIMEDIM) 2O(@ER 2Q) MuNdalmeasglaal VyeMMIalnlo
amoailwomo aNleiley@w] MASaGlEH] ©$0S)EeM EPWIE:002)88).

5.10.2.2 moatem@d @r(&wlegaud cenodal ¢andd agiowy)eeeaum @rd” eswmlowy (NABET)

eflal eoawlgd, endem@d eoawlgd, #emmutsnd@dd agmladee)ss aicluolaime msomyam@ NABET
@e.  8owlgojo @emavudgio @RWI (aaidEBleemM@In NABET wos aicldlaimemcd alo®ss)ee)
SW)o AUROB6)HWI0 GOleMo

5.10.2.3 moatem@d cen1oda €andd andMiallg@m £a0@E® 66@ad elaoeemecwdmy (NABH)

@R U0l @808, MPMUlow) MUNdAIMEBRUS, I 611083, all.ag)a].cUl. ©)S6ERlWAITIEE @R(EWIEQUB Mundal
messes MluIW]e6)o.

G028 WBAVIQI3S B0 GRIOENO GRADAMINIG(S-2103




659300 &[]0l 20emeiaagd” -
6)af)).af)(IV.63. 9001 : 2008

£2MaVVaNjC @ 160U QD @)

5.10.2.4. moauem@d eeniodal andd #10€101 6(a1062aUMB @R MIcusM@d @r(BWwlcgauad (NBPQP)

MOaUEM@ GENIOBAW Gand@ H10E1d] H(aldEAIUMB el MuNdalMo af)ejd ®lEBglRlo 1)eMMIRIN ©0a))
QUOYEODEMIEG10MR @RYAUUDYH® AM 121086 HBHOS}EYIM@IM)0 1IEMMIRIAOO @RYUOWEBBRUD (alal@laflee)mm
@MW (alIBGTE6) ).

5.10.2.5. eceniodWy €¢and2d esqylod) @Y @oelleieniaud eicenioogolay (NABL)

216enI00501&:8)6S 6SUlol) $0elenIG0aum MSTMHW)o ER@IMIWSS BRMMV®:(3H6 @& UEQaud
6d051860)m®m)o NABL @ren.

als allaleeEBeeow] oM alleldmo 9alcWINlEnOAIMM@OM.

108101 &emmiled eoad eaoy (QCI) 6n15)G00 Boal Y quomeawdas (BIS)
DMEVIQLaHM Boald agerailmIicFmy QM BAMMIANGYBaHI MVand@ MIBUIMY)
enfl@dcuilow) W@Ba0] - 110 002, OAO.
2-00 Mlal, MIaNB)@ U Mand@ MOBUMY) PH: +91 11 23230131
W@3a0] - 110 002, VAT web site : www.info@bis.org.in
PH: +91 11 23379327, web site : www.qcin.org

A\ J

G038 WBIVIQIZS’ B30 GRIDENOT GRADAMINIG(S2103







@PEL0Wo 6

L2MaAVDanB

6.1. @R])6Lo

6.2. alWom (alIBEOMEBBUD

6.2.1. eosmaval®l ®10)R0MO0

6.2.2. =Mumessln)es ewomo

6.2.3. @mauvBsaflom emoasums)s6eLI)0
mlewouilesalo

6.2.4. 6ag.agav.a. 9001: 2008 - @RUW
MVI200D° 1 @6Mo

6.2.5. v)emeamd MWO)allHH06mo

6.2.6. ©dmaIRLG] ®QI0IEe)

6.2.7. msaqflaiosecd

6.2.8. ql@olod) ®eallgl-cacemlgdlody
LalUB OO M EBRUBHHIW)BS alEL®)]
®Q)I0IBH @3

6.2.9. a)mMoodm&ul &acwlg)o
a@slanleeeaum)o







659300 &[]0l 20emeiaagd” -
6)af)).af)(IV.63. 9001 : 2008

£2MaVVaNjC @ 160U QD @)

6.1. eom)6l0

6s05@ 108101 mocm=Eeand” (TQM) msaflenssymalenes v)emeamd MoAlWIMOWOM B)6eUd) (3
o ISO emsom alemoom)eudes &¥1w)o. ISO mudslanless s emsym@lanes mmomyaio]
20a] UE)E®IMM @EOWIGE “RBMIVDA0YE alEUIWOET ) @LICHIGRIGH alfRIOW OTN)HOS af) O] &6)
SH@o6M @6y g o. @@IMocd TQM alleoaim 6a1Qam agejo ®®IEES)0 @R@IHY GRT:MED CGWIOS
O E®E8 MSaflenes] e o)aia)(d@ow ISO 9001: 2008 avdslatleessumd cMmS)d W)@ &emo
AW O) B S)0S BRS)OM DBIB0. AlfUIW O3 ¢S05@8 Bi0glgl mvem=enad (TQM) msa]
ansp)mMo@lanes ISO qdsladlesg emsomss (awom (alaldommenud alaoles)m@oe o
@REDOWo.

6.2. (a1WOM (aIQUBEMEBRU

650508 ®10g191 @oem=eand” (TQM) enes ISO 9001: 2008 mdglatlessaum GMS}AIOM  aleRIOD T
MBQYaO1EH66NE (aIWOIM (AIQIBGMMEBBEUB 2)AIOS 6)EIS)HOIAN).

6.2.1. ceemaual@ ®lo)momo

BILAIM N)IMEAMD  OAYOAS)O] ESO5E3 H»IogIG] moemeZeanglanes ISO 9000:2008 qVASlableeg EMSOIMSS
®l0y@omo @EeM MUAIBG ag)S)EeEMo. BRV®ICLID Es):

1) (aG2@Oo ald 086)H

1)  ©ag).agaV.6. Beavudsadleom mleowlenaomd @1)@0Mee)® (@RELYIWO 5 @8 UM WS 5.4 BYOTI 5.6
QAUOO BH6MY ).

111) M0%alm (admwleow @loyaomles)ds

ISO #emmuudsadi@ow)o, 8OWIGlod) @RoNEEBE)AIW)0 AlfUIWED M MUAICIWEe)EAME] 213
MsEM@IM)o a1dlo)&1BHe)EAINE] MUBERIHEEMEBBUY BO}EOYME@M)o HAV(BSOIWOEM. @SB(alIBET
meaBud, alleioloyomens:u8, MM (IAIBEDMEBBRUE aglmmlal WMERY qYoadlod) e:ealglllane coem
mualol@lane @ea®dlafla) MSaleloeseMs alja®al)o HIV(HSO1HHEN). GRGIMITE MAdAIM (Il
@R 6MV(BS010@ ®10)@0MIEHeMo. Hag).cf)rV.6 00dYEeoed MIBEEUAM)MVEly MOEMZEORTT HO(AIM
e¢m30’1al agiamoen) Muodalm(aGIMW] @RCIWHEISIME@. HIVHFCIO® MVaN0RBHIMOW] @M. SV
olo@ @pmil. muNdalm (aIGIMIWIWIw)o ®Ioy@aomleanemo.

6.2.2. 210um*e600)6s cwomo

coem mual®] ©@10)20MEWIM) GUoaHo RIUMBHI0}eS eI Aflgla] TQM mMsafleneeEd alRLTeWH)0)a]
GENIOW OIS} O] al)@6) MVaNG:06Mo D0alAlO)ETmEMo. CRHWGCRIWB6):

e #8101 MRSHIUB ©)allEClee) .

® (AIUBEOMEBBUB @RYTVY@EMO 6)21Q))dh.

G038 WBIVIQIZS’ B30 GRIDENOT GRADAMINIG(S2103




659500 &gl asemeiaand - - S
6af).af)(V.63. 9001 : 2008

£2MaVVaN)C A 160U QD @TD)

6.2.3. ;emavBsadlom emoestS)BeRI)0 MleWInBeeal)o

6s05@3 @loglgl mocm=ennd’ (TQM) enes ISO 9001 — 2008 audgladleaglmomss MIcE@E TMUanIWo
M@ SO Bemruudsadlom mle@ouileesmo. (@RELYOWO 5 @3 EUEMWe: 5.4. B06TM)h)

6.2.4. ag).ag)av.a. 9001: 2008 - @RV MLINCWDIE:O6Mo

TQM 6ag).agyv.e. 9001 : 2008 agyomlal muosniWla) @RUdo M  1RI0EE) .

6.2.5. v)emeamd mMo)alldmoemo

(N)EMEAMO M@OYallB06Mo 2l}AIOSAOWIAN UG IMUA PQISOBIR)ES®EM MBQYOIEEHME® (@PRELSOWo 4 @B
6UEM W 4.3.4. B06M))
6.2.5.1 @RAITLAD aloMAl)o alld&eimalo

Al OOl BGIUAIM (alBOM MolWIMETONM @PAIMOW)o BMEBRS)OS @R NaN)o MR @MU
Mleeyam MLAW(HA0N 0 AMm  1RI0e6] 1IFMEIMW)SS EIAIM(AIBOMOWIMOW] &Boanlmvlemo =laim
HHOOW)0 TVVRAIHO}HQOEM N}EMEAMI MVO)allBHEMOEOM3 @eslruadmoe. @e@IMoW] mlalaiee
@RaIMuO fltddeIMo 64l @IN:

1. alvomumao mdeq) (Citizen Survey) msom)s (@RELIOWo 4 @3 GENIOS:M 4.1 EBOEM)S:)

2. (a06NE 800710 quolwomElen @rAIMA Afleiwlo)Em)d:. (@RMYENITWo 3 B06M)d:)

6.2.5.2 M®@ 0©)alldH06mo

@MY aloMlo Afltodelmalo MSOWEWDaHo GR@IMMMVEle] alfIdWOEON3 B1deals:00l GrLAIM
N)MEAMI H0FajadS)o BV@IAU0 PEFMEAMI MWANo ©)al1HEHHEMo. @PAI AlUIWE®YROWS] EIMW
0alS af)elonlclcalde)o af@Bee)HW) o EaleMo.

6.2.5.3. (0)6MGAM M®o QUIIOaIMAl)o, N)EMEAMI Eld:H}d)alld:oemal)o

" (M)eMmeam M®o af)ald MndalM KM al@Imwlsglanoe, R1aImeenolalo Alie@®RIW] ag@Dee)d

" (0)}MEAMI MROTHMMIVGC]a] 1)IMERM Lld:H§0)al1806MAl)o GRAI AlFROVWAETHOM N)}MEAMDYSES GITVA
M(IBOMOAM O] AlG:UIEBTIM) @RM)a)OHAIOENM D0l)AUOICTD)E:.

(0yemeamd $0¥alads, BV®Yo, M®o af)lal (aoens Boanimileno, #aIM &oanlmilalo, (aimilwag,
OB 0] ag)MUO)OS CalMIO)BEleno @R&:BuMIWRIW A1TIWIGE (AIBBUBla]leesmo)

6.2.6. #1081 20MICY @YI09He )& (GRELJOWO 4 @ EUEM W 4.3.6. BIEM)D:)
6.2.7. ®3malrL®] ®QI0086)H

Wm0y odlod) serlglies em@y@iomles ISO &edauudgmg’ ¢sog@d #ioglgl @oemEenagd msafkioss
6ag).af)M).6. 9001 : 2008 GMSIAIIM)BS H:QMAAIC1AI0S] MQYINIBEEMoO.

G028 WBAVIQI3S B0 GRIOENO GRADAMINIG(S-2103




659300 &[]0l 20emeiaagd” -
6)af)).af)(IV.63. 9001 : 2008

£2MaVVaNjC @ 160U QD @)

O eY®IH MaN2l0)6BRUB,
O  al@lando avollwomessud agamilal @loymomlssrno
O MSaflelnenM@IM8s MaAIMOQSIGE:U8 QISR 0

0 oM MAlGIW)HS @RoU 100 QBRI WI0 §)alWQ)d:.

6.2.8. midgjanemo

*  memeam moailwomMo BB, Aileiwo)om)s
®  AlURODAI MUDHOL0 BOYBN)d:.

(1921 VOT HENGS (a061E BT Moallwomo Msaflelnseom)ss nodyeos, (Z1.6 (agoag)a) mo. 123/2009/@ruicat GG

02-07-2009) @rm)aula)ss (©ale0meaBud anrl(al3a0eemam)o, 1}IMalEBIOMM)0 20aAI0}TD)d; DOl MVERER1e:C166)®:).
* 6069903 mem=eant’
0CHHIB 0)o
1. meRilseclenalo
2. S0RIMMV @AW alj@®)Eelo (GRELYOWO 4 @3 GENIIEMY 4.12 E06M)B>)

®  60§).0d.af)o. GTVIAA] HAUWOIBUE al)denao®] allmymila{lee)s. (@em)EITWo 5 ©O6M)d)
6.2.9. qQl@olot) &mildl-eaoemlgolod) (alUBEMMEEBUBEOIW)SS alRL®] ® Q0086 ©D

MABSladIEHOHM)EAENE] MQIOISHW HAM alRLES] Moo AlleiIRflo)ETm)E:. MSaflenenM@IM8s8 CaAGBEMIFo
WY qUIElol) Benglendeemsslane @@ a)cdN@IW)es aflelo)Emeal)o, &)S}OE8 V}EMAlRIHH
ellmss MBEZUEBRUY O&IS)HOM®0 QYWClol) ®:ealgl@os.

6.2.10. s108101 soawilg
6.2.10.1. 8MMIo HdHl BoWlg (fEemaual®] alleiw]o)Em@d)

cEeMmMal®W)es ailelw]o)@mTd CWINOH1GD
u (T)S(H']EIO@Q’]@ (AIQUB@MMEBBUT 00§ HHUAAIGEMO?
" Wm0y qodlod) elglies muRlal (VELW)EEMEI?

" 0)emmalndee 90a)aloy@®IM AYl@clold) @&emilgl &:@cmayeEBud mlocalgyam)emszo? agimmilal 6leajods
©21QalS6mo,

u oeajog;'lgﬂ MUBBHUB (IR MEBRUD (GTbOJ(G)(O']%ﬂcGG)G)ndSGTT)O,

" 0l0)eme)s0d, @lo)emE3 MSalSleud, a)MBHO)O@ MSalSIHH U3, aMIAUW)ES al)eEIN® @RAUOG]a{les
0aS)HW)0 2lBa] HalQ)HW)0 HIOANEMEEITE al0laN00 MIBEZUDEEBUE DENEI®)GHWI0 GAIEMo.

G038 WBIVIQIZS’ B30 GRIDENOT GRADAMINIG(S2103




659500 &gl asemeiaand - - S
®a).of)V.63. 9001 : 2008

YL

£2MaVVaN)C PYTOTRT OO

6.2.10.2. EY6eM@3 BoWIQ

ISO (aIIBEDMEBRUE MSaflenss] HF1tmoEs @A & @ @0EeMI agiM) AfleInle)Em)M@oem eMdem@d eoauWlg.
MASla0lEEH UMMM EM@AEM MEMYEME@ oWl MS@mEMo. @ 1M OO AICYE®YM@)]
MBS (SO, aleIoWOmIMm)sslanss RN B600)0 RM(AGINIWI)o DU86AISIM BO) MocIe@D (2)
@MY, MIGRID Gal®) BEeM MUAI®] MM 2NA®R! aBLialleEeMR@IEM. af)MMIOEE EOO6BBRU3, (AIUBEMMEBRUY,
)@ M2EEBIM)SE1@3 Gleqjods madaflevsmo agim’ 00468808 cEeMMLAIG) ENBEME@3 BOWIG MVoCRIHET
@polollesemo. @e8emad sowlg dleqjods cosmmualal alleiwlo)@memo WO alBa] H21Q)HW)o GAEMO.

6.2.10.3. @)MooH&Hl BoWIgIm)mMBal cEeMMAIGIW)es @2 alleiwle)Em@d ((a1 @erVMenang” aowlg)

0E3em@d BoWIg MIBERUEERUBHOM)MVE]a] AOQEERUZ AIOYBTTEMo. @REIM)EUdaHo MVABSlallEEeUM) M)(Balow]
80} (afl @erLMieand” Bowlg coem aLAIGI MSEEMo. O afloMmEslRl)o AflFalEWI, GOANBES DMEOWg)e6ME
8103 @Al al0la0E1ee)10M)0, MBSladleddarnd sowlgimowll BoyeaRoM0 MOWlEs)o.

6.2.11. a)moomedl Boawlglo muBsladleseaum)o

IS0 muBgladleeeeum)easnE] 60) GREWIN a)a®eeaS)EmM  agRmmul afll 8oulgd souwlgy msom
6Mo. (alMI@® 8WIG @yaicileeao@oad ISO 9001:2008 agiam @xog1d] acemzZoang” milqyo mudsladlesg eiles)o.

*  dgladleeg el€la))B¢lemocd aleo@E® Boa0lmilend ceniodalene, eeigd eanqyleno ISO 9001: 2008
MAS106a0 af)M) EOELOA|S)EEDETEZ®IEM).

@B} AISTWIWT aleRUIWOD 630a01VIGE @SOS@3 HIOSIGT BOEMEORNG MSalRlNE6)H. @GR
MEUoaHo AISHMNdaIMeEREIERIE)0 Aljdallallee)s. Ao AGuEBEITE AlG:TVM ARV E:
glano 1EFMEA® D0aJAUICYTMAUIMSS HGEAIRV@NHS B)alo OBIS)EE) .

6.2.12. mlomo alei@leoyemeno ISO qudgladlengan®)eeei)o

ISO mBsladlesng @aM)aldaueameeeM) 2iclee)ma). cosmmualalw)es mlorme alleiwiloyemad souwlg (680mMoo
ol sowlg) emdem@d sowlg, mudenieidm sowlg (@rRLIOIWE 5 @8 ELEM WIS 5.7 &I6M)E:) DAl @)SO)
HW)o BMYAUBHo BF1ET0) @)MIod&H] o190 MSOD] MVASIAGIEOT Al@)E6)BHW)o EAl6Mo.

6.3. ®alMioanso

@s03@8 HI0g1g) mocmeEenglond allzwo @r@eRl cMIal] @®IEEEI® Mlomoe afleaivloycmelemw)o,
@)SB2J@OW al@lUd1RIMEEM)o @RM)MVA]2J06M. (AIAJEMEBRS)ESWI0 BOEUGS)ESW)0 &OGRIAlONIW alj@)
HORI)0 aBQl)o CAUNOEDITY HEMNZODODEHOTGIWIAN88 M2ERTH:0emEmIM)o Bajo 108101 Mudssiglanes
S%o QAUBH)0, MDAOBIMNRTHHUEWIM)0 @RMIMVE12J06M anfl(aldal®] HENVE:)MM@M)0. @R@IMOIT DA By @
2001 MSHHYMN) ) M0 JAUOYEDIB AERUOWDT COEMAVAIGH] (AIEGD §& (VORD 6)alL)EODENE@OEN. D (alOIGOD
meBEBERNeS “RMIVDVA0IB alflUOVED ~ af)M Mulaiho MOGHIB)EC]E66Mo

G028 WBAVIQI3S B0 GRIOENO GRADAMINIG(S-2103




£2MaVVaNjC @ 160U QD @)

659300 &[]0l 20emeiaagd” -
6)af)).af)(IV.63. 9001 : 2008

eenuogav 6.1: TQM enes ISO 9001 : 2008 qudsladleeeatm (al(sl@

N e ¥~ W=

10.

I1.
12.

- 8QGMISOWI@d

_EeM MA@ ®10)@0Mo

27IUMBHO0)OS YOO

H6eMaVudsadlom mlewowleecd

6ag).ag)aV.a. 9001: 2008 @R MI00Ld8:06Mo
!)EMEAMO M@ ©)alld:06mo

S1081d1 20MIGD QIO EB

&BMalO]aldS] @QYI0IL6HES

M1@QYan6Mo - MoANWIMo MVVERAIBOEB-AlURIITTMEI, ETVIAAY HAIWOYHUD ,aldluolaimo, 1)eMeam
QO(ﬂ QAUOYOOE (IUBDOMEBBUB, (IAIEMEBBUT QIO HHTB

Ql@0low) &22lg1-6206m1galot) (alIBEDMEEBUIEHIWIBS alRL@] @QO0IE6 T3
108191 Bowlg

®  8Moo &l sy

° DEM3eM@d BoWIg

° cosmaualaleyes @pmla alleieloyEmad ((of1 @eauamienng” sowlg)
2)MoodhdH] BoWIQ)eMVASladleHeHM)0

coemmudlol@)es mlemme alleivloycmene mdsladlesng ah®@)aeelo

° OEMRem@d sowlg, qudenlaiBmy BoWlg @)SeyaM)

° 2)M)UBaHo 16010 @)M o0 eH] B

° MUAS1AOIE6T al)@E6)@B (S ©)SO}M)

G038 WBIVIQIZS’ B30 GRIDENOT GRADAMINIG(S2103




@o0® MB®60ad, 2012 : al®enz90 aleRAIGIVE aIRL@] (2012-17) BOBYGOAI, GH(B @RIVYEM GeaTlauad, ML)Wasadl.

e’Hos8 mdesndd, 2013 a: coruamoal®oue Mo, cnm)g' Qflz2emoaiMo 2013 a@lall@d 26 QIORIjo 2 MMUAB 1116, MGGUDTVIROROEM
Qldh)a], @E}UMIMal}@o.

e508 Md2993, 2013 b: cH080 qLoMNOM  BTVAIMOAIBOMD MW@ 2012, ARIVED Ald)afloal GILAIMERUE, MaAICIW],
@) 1/1/2013, MW)HG® 26RLYOLOMNNS, @RA[16E EPWIBIBHUB-E@RoV1B»:000 MEBL;] PEMEAT (V.. (ag)o.ag)MV) Mo. 03/
2013/ @.(VL.E.Ql., @O)UMODAl)@o.

08 MBe603, 2012 a : all(®eM=Eo0 AlUAIENE aleD®] (2012-17) AVATAM 6L, MVOMUAIM @RYIVI@EM EeNIOBS, @1O}AUM
al)@o.

e508 B8, 2012 b : ®EgUMIWOREEM MINJAIMEERE)eS al((MeNZ00 alf@IAIENE aleddl (2012-17) erauy@emn asdyseoe
(21.8. (ag)o.agm’) mo. 225/2012/@.aue.01. @l 18-08-2012), @cguoauiogosm ald)af, @loyaimmmano.

6508 MB860a8, 2011 : aleN=oo alf@IAIENVE altb@] (2012-2017) - BOMAIGla®:0eMAalo alrd@] MIBQJanemalo MVosnIMUSay
AB86100) (0)a] 01Ea]ods, MVOMUOIM @RMVY@EM VA, @E}AUMITal)@o.

es»0g de0d, 2009 : (WIPAEOVEBEGS (a0mE Boanln) Moallwomoe Mmsaflelescm)ss @08@Ycosl (Z.a (agoagmy)
0.123/2009/®.ru.e.cu. @@@). 02-07-2009) ©®EGuoaLIoROM Ald)a], @0)AIMMDa)o.

es08 0603, 2007 : ®EZUOIVIWOROEM MNJAIMEEBRE)OS AWOBaHlE: alrtv@lw)o (2007-08) a@emMomMoo alfUAIGIVE al@b
o@lyo (2007-12) @gooossomes nodQeoel (.8 (agoagd) mo. 128/2007/@.muLe.al. clwol 14-05-2007). @scguwo
MLIOBOEM Qldb)a], @E}AIMMal@o.

eH0g B3, 1997a : dleajods 89ad 8 WlemM(SeeaIcMaM Goal alealPay, agaV. mil. o &erlg) dleajods aloelyo 1

08 MAB603, 1997b | ®EEUMIWOROEM MUNAIMEERS)OS BMal®o allalore aled®@] (1997-2002) - (wonmued 1wIe® e
@6mo (audeeyeld mo. 37806/L3/98/LAD/@.auie.al @l 10-09-1998), @meguomiwoeroem als)a], @lo)aimmal)o.

08 9993, 2004 : 8oy 2MEBBIB®:{® ErUAIMAlBoMm Mo (221.68(all)0.260/2004/2.qag).0u). @) 20/9/2004) cloycimmm
aljoo.

&0B)Bo (1000 aledED 2005 : ®ajomig) micduwlon @anod alemad(sesaicauaum oad ¢sHe80, auilay awalelajeand ¢
690]60aud (SDC) cuomicmls Manome@moes msafleinss]o 96 a0, @loyammmalo.

@al, 2005 : &lal andadls 6lea|ods, @lal, m)88)mMOEm)e:00l, @yu0)a.

ozm.em.mil & mir).agal.os., 2013 : (aomE goan’lad @oem=Zoand” : af WIP0@IGAS aleum, &lal, 2)88)MEm)e:0a],
@300)@.

o028 e=.enil, 2008 a : ‘ead 63@A DAV ag alled 6BWAE DOMY af) G - af) EHOAV Boal ©210)AUERYB-MeiSo (NOBAIUID
@@, GBI Galoqfel aomile 2008, anelyo I aieso 1, 6@ ¢anod VAW VEAIREMMBIY, ©6AOBEMIOE.

ooz ox. enfl, 2008 b : ‘ag@lalot) 100% &OE)Y), cHOSO GHOEl00), 2R)NB 2008, CGHOS MVBHHIB, GNOYAIMADAL)@o0.

(&1eqRoay nil.agad & oaloemiealoal ag@.afl, 2008 : ‘eoalodS 8oad moady & an0od gl y).afo. agelleand al 608 &gl
@oem=Eennd’ lav@ds,” @mdMmoauemM@d GREME3 Boad &Il dlaiwmilelg) assmeioand’ : aioaljo 26 RIBOO 2, af)d
B (0)a] maymiosa'lou‘a‘ eﬂrzﬂg(\fi

G028 WBAVIQI3S B0 GRIOENO GRADAMINIG(S-2103




@) 6N

89anlay avem=Zeaad oemeal -
) BAHOR (NIDAIETRUIW BB

M8 (wonaleoo - ISO 900 : 2008
qdgladleseaum (aldda])

@s0g@3 H108101 mocm=Eeang” -

(a06E 8900’10V mocmEeand” :

BODIE: MUDB0)6BBUD

S1081g] MAS61UB - (vDRVICLsEME &0068BU3
0ag).0H.af)o. ETVIAGY OO UD
6ag).ag)v.a. 9000 comue

@R(H WP MUNOAIMEBRE)OS algld
0ag).af)MV.8. &emavudsladlem
mlewonlea®d (ase=olend aomyd:)

8af).af)M.8. alEL®] MQI0ILOH®D :
Mde608 9omOQl







_—

PROCEEDING OF THE SECRETARY, ENMAKAJE GRAMAPANCHAYAT

Sub : Enmakaje Gramapanchayat - Establishment enquiry outer in the enmakaje gramapanchayat - duties orders issued
REF NO. A2012/06 (2) DATED 01/06/2006
For the convenience of the General Public and for the smooth functioning of the office, it is decided to establish

enquiry counter in the enmakaje gramapanchayat office. The officer in charge of the enquiry counter shall do his
routine work in the enquiry counter only. Their duty are listed below

1. They will attend the incoming telephone calls and convey the basic information and shall divert the calls to the
respective official peoples representative if required

2. They will attend he telephone calls and attend to the enquiries in a courteous manner

3. Regulation type tappals will be accepted in the enquiry counter. They should be fully aware of the schemes and the
enclosure required to be attached with the applications.

4. He shall attend applications for ownership’s No. objection certificate, Below poverty line certificate with out
waiting for the orders of the secretary.

5. Chairs and Bunches shall be arranged outside the enquiry counter for the public. Applicants should not be Sent
along with the file to each officer. They shall be asked to wait. Their need shall be fulfilled by the official on duty.
If the applicant wants to meet any officials they shall be permitted to do so by senting a sleep of information with
them.

6. Tappals collected in each day shall be sent to the president in a file pad then to the secreatary by 3 pm each day
7. Emergency tappals shall be brought to the notice of HC/Secretary/President immediately.

8. They should be fully aware of the day to day proceeding of the panchayat like committee meetings, Grama Sabha
Disbursement of social security pension, leave availed by officials etc

9. Telephonic messages shall be attended by them in the concerned register and sent to the secretary.
10.Forms to be distributed from the office shall be distributed from the enquiry counter.

11.They shall keep ready one Citizens Charter, sufficient number of file pads and other up to date information
12.They should not leave the counter with out arranging a substitute

13.As far as possible General Publics should not be put in any difficulty in availing benefits

14.They birth certificate ownership certificates and the letters to be given by hand may be routed through the enquiry
counter. For this purpose a dispatch register may be kept in the enquiry counter.

15.The official in duties shall open the enquiry counter by 9.45
16.1f any officials is own leave they shall wake and alternate arrangement in consultation with the Head Clerk in
office

Duties are divided as follows
Official, on duty Assistant

Monday Radhakrishna LDC B.P. Babu Peon
Tuesday Jnanadevarajaratna LDC Madava Pount Keeper
Wendsday Narayana LDC Salini P.T.S.

Thursday Radhakrishna LDC Salini P.T.S.

Friday Jnanadevarajaratna LDC Madava Pount Keeper
Saturday Narayan Naik LDC B.P. Babu Peon

G038 WBIVIQIZS’ B30 GRIDENOT GRADAMINIG(S2103




JAS -ANZ

QUALITY MANAGEMENT SYSTEM

KUMBLA GRAMA PANCHAYAT
Door No.- 17/764, Kumbla P.O., Kasargode District, Kerala — 671321,

Scope
Providing Administrative Services as per Local Self Government
Rules and Guidelines.

This is to certify that the Quality Management System of the above mentioned
Panchayat meets the requirement of

ISO 9001:2008

MS: 05460710 17 July 2010

Certificate Number Date of Initial Registration

17 July 2010 16 July 2013

Date of Last Issue Date of Expiry

e~

Signed on behalf of 055 Certification Services Pt Lid.

Nate: - The above validity is subject to the satisfactory
Compliance verified through periodic Surveillance.

0SS Certification Services Pvt Ltd.

Plot No. 23, 2" Floor, Ambernai Extn. , Opp. DDA Flats, Pocket 2, Sector-19, Dwarka, New Delhi-110075, India
www.osscertification.com
Accreditation by the Joint Accreditation System of Australia and New Zealand

wiww.jas-anz.com.aulregister
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Name and Address of NABCB Accredited Certification /
Inspection Bodies

Mame  © AGSI| Certification Pvt. Lid. Mame | American Quality Assessors (India) Private Limibed

Address - 208, Kanik Comples, Naw Link Road, Addresa : First Floor , Plot Mo 88,

Cpp. Laxmi Industrial Estate, House No, 8-2-2481/7/681, Beside Cuppa Restaurant,
Aadheri (Vest). Sree Nagaruna Co-operative Sockety, Punjagulta.
Wumbai 400 053 Hydarahad - 500 082, AP, India

Tal o #8122 2874 1802 Tel o+ - 4D 23B0618, 1554, 1562

Emai wgsicari@Zgmail com Ermail ¢ agandia@aga.in

MName - Bangladesh Standards and Testing Institution Mame : BSCIC Certifications Pvt. Lid,

Address - Maan Bhaban, 11804 Tejgacn VA, Dhaka'1208. Bangladesh Address © Suites 2nd Floor, 3C0 160, Sactar 21C

Faridabad -121001, Haryana, Inda
Tal © +BB(D2)B131582, BETORTERTT
Tel ©orE1 129 4162805 ¢ +81 128 4175513/ +B1 9R10502708 1 +31
Email sharifulatamd AEyahoo coem, bstiEbangla net B 30715048
Email : bdi@bsc-ice com, sanjay. sethi@bsc-ioo com
Mame - BSIindla Pvt. Ltd. MWame : Bureau Varitas Cartification (india) Pvt. Lud,
Address - The Mira Comporate Suites (A-2), Addres  :  Marwah Canire, fith Floor,
Plal 1 & 2, |shwar Nagas, 5 Oppasibe Ansa Industrial Extate,
Mathurs Road, Kighanlal Marwah Marg,
Mew Dehi - 110 065 Off Sakavhar Road, Andheri East,
Mumbas - 400 072
Tel o #5111 2EAZ DOOD (might lines)
Tal T+01 22 8605 6330, + 91 22 BEAS G305
Emai o venkatacham@bsigroup.sam
Email . Rajendra.sharmadin bureauveritas com, red @, buraauveries.c
om

Name - Central Institute of Plastics Enginesring & Technology Mame . Caertification Enginears Intermnational Ltd,

Address - Dieparment of Chemicals & Patrochemicals, Address ; D- 101 -108, kst Flgor, ITC,

Minigtry of Chemical & Ferlilizers, Gout. Of India. CBD Belapur Staton Comples,
Comorata Office Guindy, Chennai S00032 Mani Mumnbias 400814

Tal T D44 2ER6 4THD, 044-GAGZH01, 093812 6640, 093815 53402 Tal 0226795 8T00

Emal - pdicipei@gmail com, pdicipet@redifmail com Email i akshama@eed cooin, mvkkuman@oel oo.in

Mame  © DatNorske Veritas AS (Certification Services, India ) Mame Foodcart India Pyt Lid,

Address - Emgeen Chambars, 10, CST Raoad, Address ©  Housa No. 8-2-2481T/9, Beside Cuppa Restaurant,
Kalira, Santscruz East. Sree Nagarjuna Co-operative Society, Punjaguita,
Mumbal 400088 Hydarabad — 5300 082, AP, India

Tal o #01 STH09 GT042 Tal T8 - A0 331 3547, 0031

Emad  © Krishna Kumari@drv.com Email  : foedcer@feodeert in

Mame  © @CAS Quality Certifications Pvt Lid. Mame | Herlz Inspection & Services Pyl Lid.

Acdress - Door Mo 95104 Kaven Comples, Flat Mo, 403, Address ¢ AET. “JAY RAJT Shyamil Soclety, BH Samita Party Flot, Patlad
4th Floar, Mungambakkam High Read, Road A3- Nadiad. PIN, 387002, Dist. Kheda | Gujarag)
Nungamsakkam, Chenna -500 034

Tel o+ 81 268 2654273, + &1 95548 12363

Tal o D44 4503B1TH

Email  : herz 1973@gmail com

Emal  ©  infoipcasquality.com

Mame . |ICMQ Certification India Pvi. Lid. Mame | ICRS Management Systems Pyt Lid.

Address - B18-A Sagar Tech Plaza Addreas | C-53, Ground Flaor, Secion-2
Saki Naka Junction, Andhari (East) NOIDA-201 201 (UIP),

Musribai 400072
Tal o +81 Be7182TaaE
Tal - 42564356! ZB500T39
Email ;. infoi@icrsms.com
Email o indo@iemg in
Mame Indian Organic Certification Agency (INDOCERT) Mame  ©  Indian Register Quality Systems (IRGS)
Dept. of Indian Registar of Shipping
Address - Thotlumugham PO, Aluva, Emakutam Distict,
Harala 583105, Inda Address © @ith Floor, BETA Buiding
i= Think Techno Campus
Tal o D484 FEI0A08 1 2620643 Mear Kanjurmarng Rallway Siation
Kargurmarg (E:
Emad  :  infollindocert o u.:-rwm.--mEJ ;:2
Tel o +E1 22 6707 8000

Email  rgegirciass.ong




Mame  © Integrated Quality Certification Pvt, Ltd, Mama  : International Certifications Services Private Ltd.
Address - Platinum City, G /13703, Address 22/ 23, Goodwill Premises,
Sade Mo 02, Swaslik Estate,
Wext to CMTI, HMT Road, 178, GST Road, Kalina
Yaehwanbpur Past Samiacruz [Easl)
Bangalona - 560 022 Mumbes - 400 088 (Maharashia)
Tal ©oB1 B0 41T ET62 Tal T+ §1 22 M0 TTTT - 82
Email bxpaiEigeglabal com | madhu@igeglobal com Email  : info@icsasian.com
Mame  © International Standards Certification Pty. Lid, MName Intertek india Pyl Lid.
Address - The Quality Centar, Plot Mo, 137265, RSC Road No. 1A, Near Gorai Address  © F Wing, 2nd Floor Tex Canire,
m&md Bidg., Gorai Sectar 1, Borival [West), Munbai - Chandivali Farm Read Andheri (East),
Murnbia-400072
Tal o+ 01 22 26679800 & 2864770 Tal +iH1 22 6719 7940
Email sagir.khandlisc-wortwide. com Email  chandrakant kulkamigintemak com
MName o ISOQAR (India) Pyt Lid. Maime KBS Certification Services Pyl Ltd.
Address  © 303, Matrix, Corporate Road, Prahladnagar, off. 5. G. Highway, Address 343, Om Shubham Tower
Ahmedabad- 3800561, Gugarat, India Meslam - Bata Road
M.LT. Faridabad - 121 001
Tal o 079 4003647 (Haryana)
Emad contact@isagarindia.com Tl THET 1D 4034513, 4054513
Email  : mfo@kbsmdiain
Mame  © Lloyd's Register Quality Assurance Ltd. (India Branch) Mame  : M5 Certification Sarvices Pvt. Ltd,
Address - Linit 63 & 84 @th Floar, Lavel & |, Address 323, RK. Chatteres Road, Kolkata- 700 042
Kalpataru Square, Kondivita Lane, O Andher - Kurla Road, Andberi |
East), Mumbai - 400 058, india. Tel o 0A5-2441-TEGE, (O3-2441.TEET
Tal o +51(0) 22 43250250 Email ;. mscerdinsp@yahoo.con, hg@mscestification.org
Emaid o Irga-ndia@ima com
Mame  © MWepal Bureau of Standards and Matrology Mame NOAQSR Certification Pyt Lid,
Aodress  © Balaju. Kathmandu, Mepal Addrazs 10755, 15t Floor
Madhuban Buiding Mehn Placs,
Tal o FETT01-4350818, 4350445 4361141 Wew Delhi-110019
Email nasminbism. gov.np Tel +H1 11 4654 2673, 416 0765
Email  : info@ngacertification.com
Mame  © NVT Quality Cerlification Pwl Lid, Mame  © OmneCert Asia Agri Certification (P) Lid.
Address - CAP-1, EOIZ, Address H-08, Marsarover Industrial Ares,
Expart Promation Industrial Park, Mansargvar, Jaipur 302020 Rajasthan, India
Mear ITPL, Whilaliekd,
Bangalona — 560 068, India Tel © D141-6541882
Tal o +01-B0-6E34 2536 S 3T 138 Email  : infa@oncenasia com
Email rivtiEnutquality com
Mame  © Quality Austria Central Asia Pvt. Lud, (A division of Peacock Mame  © Quality Evaluation and Systems Team Pt Lid
Global Company)
Addrass
Address - B2, Okhla Industial Anea, Phase-Ill, Mew Delhi - 110 020
Tal o 00 - 2561 3180 490, +91 SH020 44997
Tel o #0111 4648 5100, + 81 DE11012820
Email 1 mn@questd ooin
Emal - anilmurianifgacamail com
Hame GMS Certification Services Pvt. Lid. Mame QI {india} Cortifications Pvt. Ltd,
Address - 58-28, 2nd Floor, Aditya Mega Mall, Auddress 557, Secior - 1,
Fiat Mo, 80, CBD Ground, Vidyedhes Magas,
Deki - 110 032, India Jaipur - 302 023 (India)
Tel 01122384388, 34590358 Tel +31 0141 2236 B35
Emal - grs@gmsceification.com Ermail  :  quiceri@gmail com rameshagiees og
Mame - RINA India Pvt Lid, Mame  : RITES Ltd.
Address - B Wing 6070608, Everest Chambers, Address
Maral Maka, Andheri-Kurla Road.
Andhari (E), Mumbai-400 056, India Tel © 0124 2571EBA2E18511
Tal o +81-22-2851 5863 B3 Email . ribescgariles. com
Emai - mumbai office@rina.arg. rke@rina.org




Wama SGS india Pvt, Ltd. Name - STQC Certification Services
Address 555 House, 01212702, 43, Address - STOC Daectorate,
Sarajini Devi Road. Depariment of Information Technalogy,
underabad - 500 003, \ndia Govarnmant of India
Ekectranic Miketan, § CGO0 C
Tl T+ 81 A0 2TTIETE, 2TTOETE Lodhi Rioad, Mew Dalhi 110003
Email  © k madhusudhan@sgs.cam Tal o #8111 2436 2907 § 2430 18497
Emad - amathur@mit.gow.in
Mama : SWISS CERT Pwt. Lid. [Formerly Swiso India Pvt Lid) Mame - Textiles C - Export Pr tion & Quality Assurance
Division
Addrass 507 Pragat Tower,
26 Rpendra Place Address - First Floor, P Balu Road,
Mew Dhalhi 110008 Prabhates Chow, Prabhadev,
Pumiai - 400 025
Ted ToHE1-11-41538720
. _ Tel o #8122 6852 TE11 /G662 TE0O0 | 862 TE0E
Email  : info@swisoindia com
Emad depgate@yahban. com
Hama . Tata Prejects Lid,, Operating certification services through their Hame - Transpacific Certifications Lid,
Division TQ Services
Address - 61, Rani Jhansi Reoad,
Addres 0 Mithona Towens-1, 1-7-80 1o 87, Ogp. Wesley Co-ed Jr. Collags, Cposite Jrandevatan Mandir,
5 Prandarghast Road, Sacundarabad - 800002 Newy Dehi 110055 INDIA
Ted TG D0 G523 B0 1EG21 801 Tal o #8111 2352 8107, 2262 6108
Email  : tpl@tataprojects com, ksn@ataprojects.com A jects.c Emai - operations@tcloertifications, com
am
Marne . TUV India Pyt. Ltd. Mame - TUV InterCert Saar India Pyt Ltd.
Address | 801, Raheja Plaza | Address . Mo, 1221, Jad Main Road,
LES Road, Ghatkopar (West), Margosa Road, Malleswaram,
Mumibai - 400 088, Bangalore 560003
Tel ¢ +91 22 6847 700D/ TOID Tel ©  OB0-41285610
Email  © rai@luv-rord com Emal - rajeskk@geseer com
Mame  : TUV Rheinland {India) Pvt. Ltd, HName  © TUW SUD South Asia Private Limitd
Address Address - Off. Saki Vikar Road,
Gaki Naka Andhen (East),
Tel . 481 BQ 3055 4318 Mumibai 400072
Email  © info-nd@ind v comDayanand KREind ey com Tel #0122 G754 5555
Emad Mario Rodrigues@tuv-sud.in
Wama UL M; Imdlia Pwt. Lid. HName - URS Certification Led,
Address 147, 8th Floor, Anganeya Techno Park, Aiport Road, Kodihali, Address - F-31, Sector8,
Bangalore 580017, Indéa MNoida 201 301, India
Ted . +B1 B 6651 6500 Tel o *B1 120 E404223-26
Emall @ customearsenice.indaglin.dgs- Emad  © InfeDursingia. com
ul.com, Murani 5 Venkatachalamjin dgs-ul com
Wama  © Vexd Business Process Services Pyt Lid. Name L tional India A Sarvices Pyt Ld,
Addrass 10184, 3rd Floor (Landmark Inn} Address - A-40, 2nd Floor, FIEE Complex, Okhla Industrial Area, Phase-ll,
Main Arya Sarmaj Road Mew Dethi-110020
Kol Bagh
Mews Delhi 110 D15 Tel o #B1 11 - 4B01B9358
Ted . +91 11 4508 TBE3, 3245 J661 Emal  ©  Mandarsathayefi-india.com
Email  © nfo@vesilbps com, vined jain@vesibps cam

Source : QCI website
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Office of Deputy Director of Panchayat

Alappuzha, Kerala 688001
Tele — 9496043600, 9447503885
E-Mail: ddpalappuzha@gmail.com

C51336/13 Date: 15/02/2013

Notice inviting tenders for 1SO certification

Subject : Tenders from 150 certification agencies for 150 Certification 9001-2008 QMS for Office of
Deputy Director of Panchayat, Alappuzha

Deputy Director of Panchayat, Alappuzha invites sealed tenders from I1SO Certification
agencies/companies duly approved by QCI (Quality Council of India) for providing the 150
Certification (ISO 92001 : 2008 QMS) for Office of Deputy Director of Panchayat, Alappuzha with 40
employees,

Scope of work: It is proposed to have services of an 1SO Certification Body who can guide &
direct to meet the pre-requisite condition for I1SO Certification. This will include study of the existing
system, suggestion for changes and preparation of the documents; and the complete process till
obtaining of the certification is the responsibility of the Certification Body, as detailed below:
1) Document audit review
2) Pre-assessment audit (on site)
3) Certification Audit (on site)
4) To provide for issue of ISO 9001 — 2008 Certification
5) Surveillance Audits (Post Certification)

A) Surveillance Audit—1 (S1)

B) Surveillance Audit— 1 (52)

C) Surveillance Audit — 111 (53)

Time schedule of completion of work is 45 days.

Payment towards the certification process shall be released after completion of scope up to IS0
Certification. Cost of 3 yearly surveillances should be quoted separately since payment shall be made
after receipt of continuation letters from the agency concerned.

Sealed tender should be in lump sum basic price and separate duties/ taxes, tender should be
inclusive of all kinds of expenditure towards all fees, transportation cost, software/hardware,
stationery, printing and presentation material etc.

No advance payments shall be applicable.
Agencies should submit complete company profile along with PAN no., company

registration certificate / no., service tax no., experience certificate, company annual turnover, bank
accounts details and QCI valid certificate. Agencies may give other relevant information.

The tenders complete in all respects in a sealed cover and super scribed as “Tender for
IS0 certification (IS0 9001-2008)" which should be submitted on or before the last date 26/02/2013 (up
to




1 PM]) in the Office of the Deputy Director of Panchayat, Santhosh Complex lInd Floor Near Kannan
Varkey Bridge, Alappuzha along with an earnest money of Rs. 1000 (One thousand ) of bid amount in
the form of Account Payee Demand Draft in favor of “the Deputy Director of Panchayats,
Alappuzha”, payable at Alappuzha & drawn on any of the nationalized bank. Please note that
tenders not accompanied with requisite earnest money will be rejected out rightly without assigning
any reasons fentertaining any correspondence. The earnest

money of the unsuccessful bidders will be refunded without accrual of any interest, in due
course of

time i.e. after awarding the contract.

The sealed tenders will be opened on the same day i.e. 26/02/2013 at the office of
Office of Deputy Director of Panchayat, Alappuzha at 3.00 P.M. in presence of bidders or their
representatives who wish to be present. In case 26/02/2013 is declared a holiday, the tenders
will be opened on the next working day at the said time and venue.

The successful bidder shall be required to sign the contract agreement with the
competent authority on a non-judicial stamp paper of Rs.100/- (Rupees one hundred only)
immediately after award of contract.

Tenders received after due date & time shall not be entertained.

Office of Deputy Director of Panchayat, Alappuzha reserves the right to reject/accept the
tenders at his own discretion.

Deputy Director of Panchayat,
Alappuzha




Tender form for providing Consultancy services for ISO Certification 9001-2008

“TECHNICAL BID”

(Under Sealed cover)

1. Period of Contract Maximum 45 days w.e.f. the date of

issue facceptance of offer
Jeontract,

2. Earnest Money Rs. 1000/~ (One thousand only)
to be attached with
technical bid.

3. Details of Earnest Monet DD No.

Dated:
Name of the Issuing
Bank:

4, Last date and Time for 26/02/2013 up to 1.00 P.M.

the submission of Tender

5. Date and Time for the opening of 26/02/2013 at 3.00 P.M.

Tender

6. Registration No. of the Agency (Please
enclose photocopy)

7. Permanent Account No. of Income
Tax/Service Tax Department and
Latest Clearance Certificate (Pl. attach
copy)

8. Please specify as to whether tendering
firm is recognized/ approved from the
Govt.

9. State, whether the firm is a sole
Proprietorship / Partnership / Private Ltd. or
Public Ltd.

10 Experience in the field, if any,

with duration (Copies of the
performance report(s)/agreement to be
enclosed)

It is certified that the particulars given above are true to the best of my knowledge / belief and I/we
have read terms / conditions for the purpose and have also understood the same and do hereby
undertake to abide by the same without any reservations on any ground whatsoever. In case of
any breach of the said conditions I/we shall be responsible for the consequences of the same.

Encl. { ) (in number)

MName & Signature of Authorized
Signatory with seal

Date ...
Place ......ccovveveerivnncas




Tender form for providing Consultancy services for ISO Certification 9001-2008
“FINANCIAL BID"
(Under Sealed cover)

Rates Quoted: Rs.

(Rupees

only)

Mode of payment (no. of installments, amount in each installment, time of payment, etc.):

UNDERTAKING
|/We undertake to abide by all statutory liabilities framed by Government.

(Signature with seal of the tenderer)




Office of Deputy Director of Panchayat

Alappuzha, Kerala 688001
Tele — 0477 2251599
E-Mail: ddpalappuzha@gmail.com

Terms and conditions

(To be returned along with quotation (Technical Bid) duly signed by the authorized signatory, otherwise
tender shall not be accepted)

To facilitate training involving motivating and developing our employees for enhancing their
perfarmance and ability to satisfy our customers.

To conduct sensitization workshop/training program of employees/officers of this office in a phased
manner.

To prepare documents of different levels namely guality management system manual, quality
management procedure manual and specify quality procedure and works instructions manual for
office in general and each unit/branch/department in particular.

To identify and finalize the name of certifying agency (external audit party) for the grant of
certificate of approval for award of 150 9001-2008 QMS with the approval of the competent
authority.

To get the external audit done by the certifying agency and to review the norm conformities
pointed out by the external audit within a week’s time span.

To obtain certificate of approval for 150 9001-2008 QMS from the certifying agency within 45 days
of entering with contract.

Consultant will help in preparation of operational manuals and such other documents in this
regard as required under the system for obtaining the certificate.

Consultant will provide course material to all participants trained by him.

Consultant will assist the Office authority in obtaining 15O certificate through an inspecting agency
preferably from a Govt. acredited body at the cost which will be borne by the competent
authority separately.

TDS will be deducted at source at the time of release of each installment / payment. The
contract amount as per this schedule shall only be paid in faver of the quoting firm only.

The entire operation must be done within a maximum period of 45 days or earlier.
The consultant should be registered with Govt. agency.

The firm shall deposit an earnest money amounting to Rs. 1000/- (One thousand only)along
with tender (Technical Bid) in the form of Demand Draft in favour of Deputy Director of
Panchayat,5anthosha Complex, lind Floor, Near Kannan varkey Bridge, Alappuzha, payable at
Alappuzha & drawn on any of the nationalized banks which will be re-fundable after finalization of
tender. Tender not accompanied with requisite earnest money will be rejected outright without
assigning any reasons / entertaining any correspondence. The earnest money of the
unsuccessful tenderer will be refunded without accrual of any interest, in due course of time i.e.
after awarding the contract.




+ Deputy Director of Panchayat, Alappuzha reserves the right to accept or reject any tender without
assigning any reason thereof.

+ |ncase of any dispute, the decision of courts in Alappuzha jurisdiction shall be binding and final.

+ Competent authority reserves the right to terminate the services of consultancy at any time
without assigning any reason thereof.

(Signature with seal of the tenderer)




LIST OF DOUCMENTS TO BE ENCLOSED ALONGWITH TENDER UNDER SEALED COVER

1. Technical Bid along with:
a. Demand Draft for Rs. 1000/- (One thousand only) an account of earnest money.
h. Certificate of Registration.
c. Certificate of PAN/Service Tax No.
d. Certificate of Government approved Firm.
e. Certificate of Experience/Performance in the field, if any.

f. Terms and Conditions.
2. Financial Bid.

(Signature with seal of the tenderer)
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