
Non-Conformance Process

Company Procedure has not been 

followed or a complaint has been 

received.
Customer

(Reference: QM042 - PRM 18 Control of non-conformance)

Internal staff

1. Raise non-conformance record (QM020) 

if it is a complaint and if the Non – 

Conformance is serious ie stop the job. If 

minor NC these will be logged on QM021

Enter onto 

database 

(QM021)

4. Branch Manager 

contacts the 

customer

3. Department or 

Manager 

responsible for area 

of work to 
investigate

If the complaint/NC is 

justified the details 

need to be passed to 

the Branch Manager/ 
Divisonal Health & 

Safety Manager

5. The root cause(s) 
will be determined  

as well as corrective 

and preventative 

actions

6. Update non-

conformance record 

(QM020) ensuring all 

actions are completed 

and satisfactory to 

support close out

Branch Manager contacts 

customer with resolution

7. Pass back to 

Quality Manager/

Quality certified 

representative for 

sign-off

8. Non-conformance 

data to be 

communicated to 

Senior Management 

on a regular basis

2. Submit 

QM020 to 

Quality 

Manager and 

Tech. 

Assistant

Is this justified?

Yes

No

Save all 

documents 

and 

supporting 

information 
onto server

Administratio
n

Review 

effectiveness of the 

resolution actions QM096 – V5 - 200220

This process covers the following company’s part of Shield Services Group: 

Shield Environmental Services, Shield Fire and Security, Shield Mechanical and 

Electrical Services, Shield Demolition & Shield Flooring Services. 
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