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11-15-23 RFP No. 23-2578-BJMH

Justin M. Herbaugh, VCA, 
VCO Procurement Analyst II 

Dear Justin, Henrico County, & GovMVMT; 

Farber Specialty Vehicles is pleased to respond to RFP #23-2578-BJMH Emergency and 

Specialty Vehicles, Equipment, Accessories, and any Related Equipment, Supplies, and 

Services. We are responding with our entire product line up, additional options, and 

company expertise in meeting all the requirements and qualifications established to fulfill 

this contract. 

We also consider all company and client information on our website 

www.farberspecialtv.com as part of our submission. 

WWW.FARBERSPECIAL1Y.COM 

Considerable thoughtfulness and effort are put forth every day to make our website easy to 

navigate and tell the century old story of our family owned and operated company. Our 

employees and the Farber family stand ready to commit to this worthy endeavor. 

Farber Specialty Vehicles is responding to II. SCOPE OF SERVICES Category C, D and 
Category E. 

A. General Definition of Products and/or Services

3. Category C: Specialty Vehicles, Equipment, and Accessories, includes

but is not limited to, a complete line of mobile command centers, hazmat

vehicles, bomb response units, SWAT vehicles, crime scene vehicles,

prisoner transports, mobile classrooms, mobile medical units, mobile

dental units, mobile mammography units, bloodmobiles, mobile

audiology units, mobile ophthalmology units, mobile veterinary units,

mobile laboratory units, book mobiles, marine or maritime vessels

designed for search and rescue {"SAR") and associated search and

rescue equipment and accessories, or regulation enforcement, and any

other specialty vehicles, equipment, and accessories available from the

Successful Offeror(s).
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4. Category E: Related Supplies and Services, includes but not limited

to, any related supplies and services available from the Successful

Offeror(s) such as parts, training, vehicle services, and any other

related supplies and services available.

• Our commitment to fulfill the contract is as follows:

• Provide state of the art manufacturing facilities, financial resources, and the best labor pool in
the specialty vehicle industry

• Provide the most extensive product line up in the industry.

• Continue to enhance our quality control programs and engineering department.

• Provide service after the sale.

• Update the latest in options and technology on an ongoing basis.

Please take a peek at what Farber Specialty Vehicles can build for our contract partners. 

WELCOME TO FARBER 

We look forward to the evaluation/ selection process and stand ready to answer any questions 

or clarifications concerning our response. Thank you for the opportunity to compete and if selected 

we look forward to a mutually successful and fulfilling agreement in serving the public agencies this 

contract covers. 

Steve Goodyear 

Vice President of Sales 

614-206-3986 (CELL)

800.331.3188 (TOLL FREE)
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SHOULD ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED BEFORE
THE EXPIRATION DATE THEREOF, NOTICE WILL BE DELIVERED IN
ACCORDANCE WITH THE POLICY PROVISIONS.

INSURER(S) AFFORDING COVERAGE

INSURER F :

INSURER E :

INSURER D :

INSURER C :

INSURER B :

INSURER A :

NAIC #

NAME:
CONTACT

(A/C, No):
FAX

E-MAIL
ADDRESS:

PRODUCER

(A/C, No, Ext):
PHONE

INSURED

REVISION NUMBER:CERTIFICATE NUMBER:COVERAGES

IMPORTANT:  If the certificate holder is an ADDITIONAL INSURED, the policy(ies) must have ADDITIONAL INSURED provisions or be endorsed.
If SUBROGATION IS WAIVED, subject to the terms and conditions of the policy, certain policies may require an endorsement.  A statement on
this certificate does not confer rights to the certificate holder in lieu of such endorsement(s).

THIS CERTIFICATE IS ISSUED AS A MATTER OF INFORMATION ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE HOLDER. THIS
CERTIFICATE DOES NOT AFFIRMATIVELY OR NEGATIVELY AMEND, EXTEND OR ALTER THE COVERAGE AFFORDED BY THE POLICIES
BELOW.  THIS CERTIFICATE OF INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE ISSUING INSURER(S), AUTHORIZED
REPRESENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLDER.

OTHER:

(Per accident)

(Ea accident)

$

$

N / A

SUBR
WVD

ADDL
INSD

THIS IS TO CERTIFY THAT THE POLICIES OF INSURANCE LISTED BELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE POLICY PERIOD
INDICATED.  NOTWITHSTANDING ANY REQUIREMENT, TERM OR CONDITION OF ANY CONTRACT OR OTHER DOCUMENT WITH RESPECT TO WHICH THIS
CERTIFICATE MAY BE ISSUED OR MAY PERTAIN, THE INSURANCE AFFORDED BY THE POLICIES DESCRIBED HEREIN IS SUBJECT TO ALL THE TERMS,
EXCLUSIONS AND CONDITIONS OF SUCH POLICIES. LIMITS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS.

$

$

$

$PROPERTY DAMAGE

BODILY INJURY (Per accident)

BODILY INJURY (Per person)

COMBINED SINGLE LIMIT

AUTOS ONLY

AUTOSAUTOS ONLY
NON-OWNED

SCHEDULEDOWNED

ANY AUTO

AUTOMOBILE LIABILITY

Y / N

WORKERS COMPENSATION
AND EMPLOYERS' LIABILITY

OFFICER/MEMBER EXCLUDED?
(Mandatory in NH)

DESCRIPTION OF OPERATIONS below
If yes, describe under

ANY PROPRIETOR/PARTNER/EXECUTIVE

$

$

$

E.L. DISEASE - POLICY LIMIT

E.L. DISEASE - EA EMPLOYEE

E.L. EACH ACCIDENT

ER
OTH-

STATUTE
PER

LIMITS(MM/DD/YYYY)
POLICY EXP

(MM/DD/YYYY)
POLICY EFF

POLICY NUMBERTYPE OF INSURANCELTR
INSR

DESCRIPTION OF OPERATIONS / LOCATIONS / VEHICLES  (ACORD 101, Additional Remarks Schedule, may be attached if more space is required)

EXCESS LIAB

UMBRELLA LIAB $EACH OCCURRENCE

$AGGREGATE

$

OCCUR

CLAIMS-MADE

DED RETENTION $

$PRODUCTS - COMP/OP AGG

$GENERAL AGGREGATE

$PERSONAL & ADV INJURY

$MED EXP (Any one person)

$EACH OCCURRENCE
DAMAGE TO RENTED

$PREMISES (Ea occurrence)

COMMERCIAL GENERAL LIABILITY

CLAIMS-MADE OCCUR

GEN'L AGGREGATE LIMIT APPLIES PER:

POLICY
PRO-
JECT LOC

CERTIFICATE OF LIABILITY INSURANCE
DATE (MM/DD/YYYY)

CANCELLATION

AUTHORIZED REPRESENTATIVE

ACORD 25 (2016/03)

© 1988-2015 ACORD CORPORATION.  All rights reserved.

CERTIFICATE HOLDER

The ACORD name and logo are registered marks of ACORD

HIRED
AUTOS ONLY

614-443-0533
Jenna Lawrie

11/14/2023

W.E. Davis Insurance Agency
29 Frederick St.
Columbus, OH 43206

Farber Specialty Vehicles, Inc
7052 Americana Parkway
Reynoldsburg, OH 43068

jenna@wedavis.com

Cincinnati Insurance Company 10677

Cincinnati Indemnity Company 23280

✔

✔

A ✔

✔ Garage Liab

Y 12/01/2020 12/01/2023EPP0595172

12/01/2023A
✔

✔ ✔

EBA0595172 12/01/2022

A EPP0595172 12/01/2020 12/01/2023

12/21/2023 ✔B 12/21/2022

A Garage Keepers EBA0595172 12/01/2022 12/01/2023 Limit/Ded

A Drive Away Collision EBA0595172 12/01/2022 12/01/2023 Limit/Ded

EWC0366481

County of Henrico
Risk Management
PO Box 90775
Richmond, VA 23273

When required by written contract and subject to policy terms and conditions County of Henrico and Henrico County Public Schools are added as an additional
insured as their interests may appear with respects to operations of the named insured. Insurance is Primary and Non- Contributory. A 30 day notice of
cancellation applies.

1,000,000

500,000

10,000
1,000,000

2,000,000
2,000,000

1,000,000

5,000,000

5,000,000

1,000,000

1,000,000

1,000,000

$2M/$1,000

$1M/$5,000
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REFERENCES

Denton County Public Health 

535 S. Loop 228 Suite 1003 

Denton, TX 76205 

Matt Richardson 

940-349-2913

Matt.Richardson@dentoncounty.gov

417,392.00

Parkland Health & Hospital System 

5000 Harry Hines Blvd. 

Dallas, TX  75235 

Frank Gonzales 

(214) 590-3075

Frank.gonzales@phhs.org

$561,374.00

Mt. Carmel Health System 

6001 East Broad Street 

Columbus, OH 43213 

Jason King 

(614) 546-4228

jking3@mchs.com

$489,511.00

Louisiana State University   

2015 Fairfield Ave Suite 2B,  

Shreveport, LA 71104 

Towanno Alexander RT (M) 

318-813-4010

towanno.alexander@lsuhs.edu

$801,114.00 
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County of San Mateo  

752 Chestnut Street 

Redwood City, CA 94063 

James O’Connell 

650-573-2958 

Joconnell@smcgov.org 

$591,681.00 

 

 

 

 

 

 

 

CHP Berkshires Family Services 

442 Stockbridge Road   

Great Barrington, MA 01230 

Katherine McSheffery 

413-464-5326 

kmcsheffrey@chpberkshires.org 

$320,357.00 

 

 
 

 

 

 

Cincinnati Children’s  

333 Burnet Avenue, MLC 5002 

Cincinnati, Ohio  45229 

Jennifer Gruber 

513-803-6536 

Jennifer.Gruber@cchmc.org 

$355,386.00 

 

 
 

 

 

 

 

Fourth Street Clinic 

409 West 400 South  

Salt Lake City, Utah 84101 

Laura Michalski  

801-364-0134 

laura@fourthstreetclinic.org  

$650,000.00 
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Delta Dental of South Dakota Foundation 

720 N. Euclid Ave.,  

Pierre, SD 57501 

Zach Parsons 

605-494-2558

zach.parsons@deltadentalsd.com

$422,215.00 

Ohio State University Dental 

Postle Hall, 305 W 12th Ave,  

Columbus, OH 43210 

Rachel Whisler  

(614) 247-8064

whisler.32@osu.edu

$691,192.00

University of Arkansas Medical Sciences 

4301 West Markham, Slot 125 

Little Rock, AR  72205 

Heather Kindy 

501-686-6970

HAKindy@uams.edu

$595,108.00 

Beaufort Memorial Hospital 

990 Ribaut Rd 

Beaufort, SC 29902 

Jason Meyer 

(843) 522-5568

jmeyer@bmhsc.org

$337,363.00
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University of Rochester  

200 East River Road 

Rochester NY 14623 

Nikki Underwood 

585-274-1949 

nicole_underwood@urmc.rochester.edu 
$641,020.00 

 

 
 

 

 

 

 

 

Northern California Community Blood  

2524 Harrison Avenue 

Eureka, CA 95501 

Tiffany Armstrong 

ph. (707) 443-8004   

tarmstrong@nccbb.org 

$346,583.00  

 

 
 

 

 

 

 

St. Louis Childrens Dental – HKE 

4249 Clayton Ave  

St. Louis, MO 63114  

Lisa Glover Jones  

314-286-2129 

Lisa.Glover-Jones@bjc.org 

$620,523.00 

  

 
 

 

 

 

 

 

Tuba City Dental  

3008 E. Birch Ave. 

Tuba City, Arizona 86045 

Heather Williams  

928-283-1421 X40024 

Heather.Williams@tchealth.org 

$726,867.00 
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Rocking Horse  

651 S Limestone St,  

Springfield, OH 45505 

Tabitha McCarty 

937-324-1111  

tmccarty@rockinghorsecenter.org 

$426,685.00 

  

 

 
 

 

 

 

 

MD Anderson  

1515 Holcombe Blvd,  

Houston, TX 77030 

Cindy Marquez 

(713) 745-9200 

cmarquez@mdanderson.org 

$578,424 

 

 

 

 

 

 

 

St. Elizabeth Medical Center  

1500 James Simpson Jr Way,  

Covington, KY 41011 

Madonna Vinicombe RN, MBA 

859-301-2031 

Madonna.Vinicombe@stelizabeth.com 

$516,064.00 

 

 

 
 

 

 

 

 

Lehigh Valley Mobile Mammography  

1240 S. Cedar Crest Blvd. Suite 203 

Allentown, PA  18103 

Erin M. Yaworski 

610-402-8659 

Erin.Yaworski@lvhn.org 

$485,829.00 
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Equitas Health 

1105 Schrock Road 

Columbus, OH 43229 

CJ O’Bryan 

(614) 643-6616 

CJO’Bryan@equitashealth.com 

$190,954 

 

 
 

 

 

Atrium Health  

16455 Statesville Rd #360,  

Huntersville, NC 28078 

James M. Robinson 

704-617-9927  

James.m.robinson@atriumhealth.org 

$371,025 

 

 
 

 

 

Sulzbacher Center for Homeless 

611 E Adams St. 

Jacksonville, FL 32202 

Brian Snow 

904.394.1358 

briansnow@sulzbacherjax.org 

$379,996.00 

 

 
 

 

 

Pinellas County Health Department  

440 Court Street, 2nd Floor 

Clearwater, FL 33765 

Tim Burns 

(727)464-8441 

Tburns@pinellascounty.org 

$190,083 
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Heart to Heart  

11550 Renner Rd 

Lenexa, Kansas.  66219 

Mark Gleeson  

Cell (785) 331-8656 

Mark.Gleeson@hearttoheart.org 

$557,413 

 

 

Ezras Community Health  

49 Forest Rd,  

Monroe, New York 10950 

Joseph Ezra 

646 683-7528 

5761921@gmail.com 

$399,423 
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Bookmobile References 
 
 

Alameda County Library 
Erin Berman, Division Director 

510.745.1520 
erinberman@aclibrary.org 

165 13th Street 
Oakland, CA 94538 

$463,321.00 
 

 
 
 

Miami-Dade Public Library System 
101 West Flagler Street 

Miami, FL 33130 
Kimberly Craig, Library Contracts 

305.375.5576 
kimberly.craig@miamidade.gov 

$183,500.00 
 

 
 
 

Twinsburg Public Library 
10050 Ravenna Road 
Twinsburg, OH 44087 

Laura Leonard 
330.425.3622 

leonardla@twinsburglibrary.org 
$131,310.00 

 

 
 
 

Curtis Memorial Library 
23 Pleasant Street 

Brunswick, ME 
Joyce Fehl 

207.752.5242 
jfehl@curtislibrary.com 

$132,474.00 
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Shoshone- Bannock Tribes 
PO Box 306 

Fort Hall, Idaho 83203 
Bill Snapp 

208.236.1003 
bsnapp@sbtribes.com 

$329,286.00 
 

 
 
 

Clark County Public Library 
201 South Fountain Avenue 

Springfield, OH 45506 
John Pelletier 
937.328.6901 

jpelletier@ccplohio.org 

$395,000.00 
 

 
 
 

 
 
 
 
 
 
 
 
 
 

Laman Public Library 
2801 Orange Street 

North Little Rock, AR 72114 
Richard Theilig 
501.416.4729 

richard.theilig@lamanlibrary.org 
$419,419.00 

 

 
 
 

Hendry School District 
111 Curry Street 

LaBelle, FL 33975 
Richard Talada 
863.843.0904 

taladar@hendry-schools.net 
$397,876.00 
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Nassau Library System 
900 Jerusalem Avenue 
Uniondale, NY 11553 

Caroline Ashby, Director 
516.292.8920 

cashby@nassaulibrary.org 

$225,856.00 
 

 
 
 
 

Walton County Public Library  
3 Circle Drive 

Defuniak Springs, FL 32435 
Caitlin Cerise, Library Director 

850.835.2040 
cercaitlin@co.walton.fl.us 

$197,884.00 
 

 
 
 

 
 
 
 

 
 

 
Hood County Library 

1402 West Pearl Street, Suite 6 
Granbury, TX 76048 

Jennifer Logsdon 
817.573.3569 

jlogsdon@co.hood.tx.us 

$322,988.00 
 

 
 

 
 

Monterey County Free Libraries 
188 Seaside Circle 
Marina, CA 93933 

Hillary Theyer, Library Director 
831.883.7566 

theyerha@co.monterey.ca.us 
$354,366.00 
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CERTIFICATE 
 
Certificate Number: 111517.01 
 
The Quality Management System and implementation of: 
 

Farber Specialty Vehicles 
With Central Functions At: 

7052 Americana Parkway 
Reynoldsburg, OH 43068 
United States 
 
meets the requirements of the standard: 

ISO 9001:2015 

Scope: 
Design, Engineering, Manufacturing, Repair and Servicing of 
Custom Mobile Specialty Vehicles. 
 

Site Activities: 

7052 American Parkway, Reynoldsburg, OH 43068 – Design, Engineering, Manufacturing, 
Repair and Servicing 

5800 Alshire Drive, Columbus, OH 43232 – Metal fabrication, inventory. 

2400 Park Crescent Drive, Columbus, OH 43232 – Warranty service.  

Certification Structure:  Campus   

 

 
Certificate Expires: May 31, 2025 
Certificate Issued: June 01, 2022 
Certified Since:  June 01 2016 
 
 
 
 
 

 
 

                                          
 
Dr. Cem O. Onus  
Managing Director  
 

  DEKRA Certification, Inc. 

1120 Welsh Road, Suite 210 
North Wales, PA 19454 USA 
(215) 997-4519 
www.dekra.us/en/audits  
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Quality Manual Revision Level 006 
 

Printed copy valid for 24 hours from time of printing. Otherwise, document is for 
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Quality Manual 
ISO 9001:2015 

Farber Specialty Vehicles 

7052 Americana Parkway 

Columbus, Ohio 43068 
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Layout of ISO 9001:2015 
 
 

1 Scope 
2 Normative references 
3 Terms and definitions 
4 Context of the organization 

4.1 Understanding the organization and its context 
4.2 Understanding the needs and expectations of interested parties 
4.3 Determining the scope of the quality management system 
4.4 Quality management system and its processes 
5 Leadership 
5.1 Leadership and commitment 
5.2 Policy 
5.3 Organizational roles, responsibilities and authorities 
6 Planning 
6.1 Actions to address risks and opportunities 
6.2 Quality objectives and planning to achieve them 
6.3 Planning of changes 
7 Support 
7.1 Resources 
7.2 Competence 
7.3 Awareness 
7.4 Communication 
7.5 Documented information 
8 Operation 
8.1 Operational planning and control 
8.2 Requirements for products and services 

8.3 Design and development of products and services 
8.4 Control of externally provided processes, products and services 
8.5 Production and service provision 
8.6 Release of products and services 
8.7 Control of nonconforming outputs. 
9 Performance evaluation 
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9.1 Monitoring, measurement, analysis and evaluation 
9.2 Internal audit 
9.3 Management review 
10 Improvement 
10.1 General 
10.2 Nonconformity and corrective action 
10.3 Continual improvement 

 
 
 

 

This manual complies with the requirements of the ISO 9001:2015 International Standard. 
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1 - Scope and Exclusions 

This Quality Manual contains policies that have been implemented at Farber Specialty Vehicles 

At all locations. 
 

This manual pertains to processes relating to: The designing and manufacturing of mobile specialty 

vehicles used for law enforcement, health outreach, mammography, dental, laboratories and others. 

The manual and related quality system documentation are written to comply with the requirements 

of ISO 9001:2015. 

Scope revised to all locations due to new building. 

 

 

Exclusions 

The organization has no exclusions. 
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3 - Terms and Definitions 

Throughout this Quality Manual, the term “organization” refers to Farber Specialty Vehicles.  

Quality Management System (QMS) refers to a system that considers the three main components: 

quality control, quality assurance and quality improvement. Quality management is focused not only 

on product or service quality, but also the means to achieve it. A QMS, therefore, uses quality 

assurance and control of processes, as well as products/services to achieve more consistent quality. 

 

 

  

Page 112 of 320

http://en.wikipedia.org/wiki/Quality_control
http://en.wikipedia.org/wiki/Quality_assurance
http://en.wikipedia.org/wiki/Quality_improvement


 
Quality Manual Revision Level 006 
 

Printed copy valid for 24 hours from time of printing. Otherwise, document is for 
Printed: 11-17-2023 @ 11:49 AM Page 6 of 37 

  

 

4 - Context of the Organization  

4.1 Understanding the Organization and its Context 
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Flow of Information 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Customer 

Meetings 

Planning – Eng, Sales 

1st Planning– Eng, Sales, Purchasing 

2nd Planning– Eng, Sales, Purchasing 

Production– Eng, Sales, Purchasing, 

Production 

Post Build - Eng, Sales, Purchasing, 

Production    

 

 

Sales Engineering 

Purchasing 

Production 

Quality and Service 

Purchase 

order or 

Contract 

Drawings 

Vendor 

Warehouse 

Build List 

Purchase 

Order 

Packing Slip 

Parts 

Vehicle Binder 

Quote 

BDP 
VDP 

Customer 

Delivery 
Sales Delivery 

Team 
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Farber Specialty considers a wide range of potential factors which can impact on the management 

system, in terms of its structure, scope, implementation and operation. 

 

• External factors can arise from legal, technological, competitive, market, cultural, social and 

economic environments, suppliers, whether international, national, regional or local.  

• Internal factors related to values, culture, knowledge and performance of the organization. 

These factors are discussed during Farber Specialty’s Management Review. Farber Specialty supports 

the delivery of a product through the application of effective and continually improving systems, 

assuring conformity to customer and applicable legal requirements, whilst enhancing customer 

satisfaction. 

 

4.2 Understanding the Needs and Expectations of Interested Parties 

Farber Specialty continues to determine the need and expectations of interested parties, both 

internal and external. Interested parties could include:  

• Employees • Contractors • Clients/Customers • Suppliers • Regulators • Shareholders • • Non-

Governmental Organizations (NGOs)  

When ensuring that Farber Specialty meets the needs of interested parties they consider the effects 

of: 

• Key economic and market development which can impact on the organization. Specifically in law 

enforcement and healthcare. Potential customers for mobile vehicles 

• Technological innovations and developments. Keeping up with new technology to ensure the 

product is not using obsolete technology.  

• Regulatory developments; a whole range of external regulations are being monitored by Farber 

Specialty.  

• Political and other instabilities. Tariffs can affect the price of parts used to build the mobile 

vehicles. Instabilities can cause a halt in inventory. Farber Specialty relies on government contracts 

part of its business. These contracts must be monitored. 

• Organizational culture and attitudes. An effective and motivated workforce will give Farber 

Specialty positive impacts.   
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• Stakeholder engagement exercises: already widely used to consult with interested parties and map 

out concerns and issues.  

 

• Meetings and other interactions with regulators. Consistent review of regulation requirements 

overall and on a per contract basis.  

• Employee meetings, consultations and feedback activities. Post Build Meetings are one place these 

topics are discussed at Farber Specialty. 

• Supplier reviews and relationship management. Farber Specialty is trying to get much more 

mutual benefit from the supplier-client relationships which are critical to mutual success.  

• Customer reviews and relationship management. Reviewing customer feedback during Farber 

Specialty’s management review. The sales department also reviews the need of customers. 

 

During the Management Review, Farber Specialty elevates the discussions to the highest levels, 

since capturing the above range of information is hard to achieve without senior management 

involvement. 

 

 

4.3 Determining the Scope of the Quality Management System 

 

The organization has no exclusions. 
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4.4 - Quality Management System and its Processes 

The organization has established, documented, implemented and currently maintains a quality 

management system. We continually improve its effectiveness in accordance with the requirements 

of ISO 9001. 

The organization: 

• has determined the processes needed for the quality management system and their 

application throughout the organization,  

• determined the sequence and interaction of these processes,  

• determined criteria and methods needed to ensure that both the operation and control of 

these processes are effective, 

• ensures the availability of resources and information necessary to support the operation and 

monitoring of these processes, 

• monitors, measures where applicable, and analyzes these processes, and 

• Implements actions necessary to achieve planned results and continual improvement of these 

processes. 

These processes are managed by the organization in accordance with the requirements of ISO 9001. 

The Key Business Processes of the organization are: 

• Quality Management 

• Customer Service 

• Purchasing and Receiving 

• Order Fulfillment 

 

 

The following page provides a Process Map showing the sequence and interactions of these 

processes. 
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Process Map 
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Process Effectiveness Matrix 
X – Primary 

O - Secondary  
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Where the organization chooses to outsource any process that affects product conformity to 

requirements, the organization ensures control over such processes. The type and extent of control 

to be applied to these outsourced processes are defined within the quality management system. 

Outsourced Processes 

Outsourced Process Provider Controls 

Temporary Employees Trillium and Tradesmen Interview and Evaluation 

Graphics Applied Graphics Inspection 

Painting Byers Inspection 

Metal Work Wolf, Laserflex, QC Metal Inspection 

 Documentation Requirements 

 General 

The quality management system documentation includes: 

• documented statements of a quality policy and quality objectives, 

• a quality manual, 

• documented procedures and records required by ISO 9001, including Document Control, 

Record Control, Internal Audit, Control of Nonconforming Product, Corrective and Preventive 

Action, 

• documents, including records, determined by the organization to be necessary to ensure the 

effective planning, operation and control of its processes. 

 Quality Manual 

The organization has established and currently maintains a quality manual that includes: 

• the scope of the quality management system, including details of and justification for any 

exclusions, 
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• the documented procedures established for the quality management system, or reference to 

them, and 

• a description of the interaction between the processes of the quality management system. 

The Management Representative is responsible for maintaining the quality manual. 

 Document Control 

Documents required by the quality management system are controlled. Records are a special type of 

document and are controlled according to the requirements given in section 4.2.4. 

A documented procedure has been established (see Control of Documents Procedure) to define the 

controls needed: 

• to approve documents for adequacy prior to issue, 

• to review and update as necessary and re-approve documents, 

• to ensure that changes and the current revision status of documents are identified, 

• to ensure that relevant versions of applicable documents are available at points of use, 

• to ensure that documents remain legible and readily identifiable, 

• to ensure that documents of external origin determined by the organization to be necessary 

for the planning and operation of the quality management system are identified and their 

distribution controlled, and 

• to prevent the unintended use of obsolete documents, and to apply suitable identification to 

them if they are retained for any purpose. 

The Management Representative is responsible to maintain the Document Control Procedure, to 

ensure that relevant versions are available at points of use, to remove obsolete documents, and to 

control external documents. Documents are reviewed and approved, including re-approval as 

required, by the appropriate functional manager and Management Representative. 

 Control of Records 

Records established to provide evidence of conformity to requirements and of the effective operation 

of the quality management system shall be controlled. 

A documented procedure has been established (see Control of Records Procedure) to define the 

controls needed for the identification, storage, protection, retrieval, retention and disposition of 

records. 

Records are legible, readily identifiable and retrievable. 

The Management Representative is responsible to maintain the Records Control Procedure. 
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5 - Leadership  

 5.1 Leadership and Commitment 

Top management provides evidence of its commitment to the development and implementation of 

the quality management system and continually improve its effectiveness by: 

• communicating to the organization the importance of meeting customer expectations as well 

as statutory and regulatory requirements, 

• establishing the quality policy, 

• ensuring that quality objectives are established, 

• conducting management reviews, and 

• ensuring the availability of resources. 

Top management includes the following members: President/CEO and the Director of Operations. 

Internal and external interested parties feel entitled to have a discussion with leadership about core 

and critical aspects of the business, because these are at the heart of the management system. 

Farber Specialty uses Employee Post Build Meetings and the Management Review to discuss these 

topics. Also, suggestions are welcome throughout the year. 

Farber Specialty has a focus on market/customer needs and expectations. This information then acts 

as an input into determining strategy, which in turn provides direction and facilitates development of 

a management system capable of satisfying the targeted market or customer. This is an on-going 

process, which can be achieved by many different means and includes determination of risk and 

opportunities that affect conformity of products and services. 

 

 

 Customer Focus 

General Manager ensures that customer requirements are determined and are met with the aim of 

enhancing customer satisfaction. 

 5.2 Quality Policy 

Top management ensures that the quality policy: 

• is appropriate to the purpose of the organization, 

• includes a commitment to comply with requirements and continually improve the 

effectiveness of the quality management system, 

• provides a framework for establishing and reviewing quality objectives, 

• is communicated and understood within the organization, and 

• is reviewed for continuing suitability. 

Page 122 of 320



 
Quality Manual Revision Level 006 
 

Printed copy valid for 24 hours from time of printing. Otherwise, document is for 
Printed: 11-17-2023 @ 11:49 AM Page 16 of 37 

The stated quality policy is as follows: 

“Farber Specialty Vehicles is committed to continually provide products and services that meet or 

exceed all requirements and expectations. We will actively pursue improvement in quality through 

programs that enable each employee to do their job right the first time and every time.”  

 

The Management Representative is responsible for ensuring the quality policy is reviewed during the 

Management Review process. 

 

6 - Planning 

Farber Specialty plans for risk and opportunity. We manage risk by reviewing relevant areas of risk 

to the organization, assess whether the organization is managing that risk effectively. 

 

 6.1 Actions to Address Risks and Opportunities 

 

Farber Specialty has a focus to: 

 • Understand the range of risks and opportunities relevant to the scope of the organization and 

determine actions, objectives and plans to address them.  

• The use of risk register to effectively manage risks and opportunities across a wide range of areas 

and issues. Risks are also monitored during the management review. 

• Farber Specialty reviews results in objectives, targets and plans.  
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 6.2 Quality Objectives and Planning to Achieve them 

 

 

As part of the planning process, top management sets quality objectives which will help to turn the 

quality policy into reality. Objectives are consistent with the quality policy and be capable of being 

measured.  

 

  

Quality Objectives 

Top Management ensures that quality objectives, including those needed to meet requirements for 

product, are established at relevant functions and levels within the organization. The quality 

objectives are measurable and consistent with the quality policy. 

The President/CEO is responsible for establishing and maintaining the following quality objectives: 

Quality Objective Owner Reporting Frequency Target 

On Time Delivery Operations Manager 6 Months 4.0 Average 

Drawing Errors and Late 

Drawings 

Engineering 

Manager 

6 Months Less than .5 average 

Customer Satisfaction Sales Department 6 Months 4.5 Average 

Supplier Performance Purchasing Manager 6 Months 90% Acceptance 
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On Time Delivery: Delivery performance based on the feedback from customers on the Customer 

Survey. 

 

Drawing Errors and Late Drawings: Documented at the post build meeting.  

Drawing due dates pulled from the production status log:  

Final Production drawing received - max 2 days after build meeting  

Final Electrical drawing received - max 2 days after build meeting 

CNC Reports released - max 3 days after build meeting 

    

Errors are counted if they require more than 8 hours of rework to correct the error. This is recorded 

throughout the build on the Production Lost Hours Report. Only count rework over 8 hours if it is 

because of an engineering error. 

 

Customer Satisfaction: Customer Satisfaction surveys are emailed to each customer. Based on the 

selection of satisfied – unsatisfied a score is given of 1-5. These are averaged out per customer and 

given once final score each. 

 

Supplier Performance: Orders that are more than two months past their due date and are 

disrupting production and orders with pricing errors by the vendor over $1,000 are considered 

unacceptable. Each high volume supplier must have over a 90% acceptance rate. 

 

 

 

 

Management Review Questions if targets are missed. Process will take place in addition to a 

corrective action plan being followed. 

 

On Time Delivery 
What will be done? Determine what part of the production chain is causing the miss of delivery 

dates 

What resources are required? Depending on the issue, more employees 

Who will be responsible? Production Manager 

When will it be completed? Adjustments within 2 months. Reevaluated at the next Management 

Review 

How are results evaluated? Results are evaluated based on the customer satisfaction 

What actions are to be taken? Production Manager must review their estimates for delivery dates 

going forward. The schedule may need sifted back if the estimated hours are not being achieved. 

Ensure that Sales is reviewing the schedule when agreeing to a contract. Ensure Purchasing and 

Engineering are releasing drawings and bill of materials on time. Inventory issues may result in 

adjustments to expected lead times of parts. 

 

Drawing Errors and Late Drawings 

What will be done? Review which jobs and which engineers are above average with number of 

errors and late drawings 

What resources are required? Time for training. Additional engineers. New process inn place 

make take more time training. 

Who will be responsible? Engineering Manager 

When will it be completed? Adjustments within 2 months. Reevaluated at the next Management 

Review 

How are results evaluated? Throughout the build the rework issues are recorded in the vehicle 

binder. This is summarized during the Post Build meeting 
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What actions are to be taken? Engineering training. May need to hire more engineers. Add a new 

process 

 

Customer Satisfaction 

What will be done? Review the feedback and see which customer and questions are resulting in 

low scores 

What resources are required? Production time 

Who will be responsible? Sales Manager 

When will it be completed? Adjustments within 2 months. Reevaluated at the next Management 

Review 

How are results evaluated? Customer satisfaction surveys sent out to customers, answers are 

converted into a numerical score. Score averaged out 

What actions are to be taken?  If it’s a communication issue then there may need to be additional 

Sales department training. Quality Control and Production may need to be evaluated and adjusted 

accordingly. Sales can reach out and see what the issue was if it was a quality problem or review the 

warranty issues. Production process for on time delivery. 

 

 

Supplier Performance 

What will be done? Determine which suppliers are causing production delays 

What resources are required? 

Who will be responsible? Purchasing Manager 

When will it be completed? Adjustments within 2 months. Reevaluated at the next Management 

Review 

How are results evaluated? Orders that are more than two months past their due date and are 

disrupting production and orders with pricing errors by the vendor over $1,000 are considered 

unacceptable. Each high volume supplier must have over a 90% acceptance rate. 

What actions are to be taken? Move to a new supplier, see if there is an issue in the ordering 

process, adjust expected lead times, change the product that is being used 

 

 

 

 

 

Quality management system planning 

Top Management ensures that: 

• the planning of the quality management system is carried out in order to meet the 

requirements given in section 4.1, as well as the quality objectives, and  

• the integrity of the quality management system is maintained when changes to the quality 

management system are planned and implemented. 

 Responsibility, Authority and Communication 

 Responsibility and authority 

Top Management ensures that responsibilities and authorities are defined and communicated within 

the organization. This is achieved through management direction and organizational development.  
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 Management Representative 

Top management has appointed a member of management who, irrespective of other 

responsibilities, has responsibility and authority that includes: 

• ensuring that processes needed for the quality management system are established, 

implemented and maintained, 

• reporting to Top management on the performance of the quality management system and 

any need for improvement, and 

• ensuring the promotion of awareness of customer requirements throughout the organization. 

The appointed management representative is the Purchasing Manager who also serves as the liaison 

to external parties on matters relating to the quality system. 

 Internal communication 

Top management ensures that appropriate communication processes are established within the 

organization and that communication takes place regarding the effectiveness of the quality 

management system. This is achieved by semi annual scheduled management team meetings. 

 Management Review 

Top management reviews the organization’s quality management system, at planned intervals twice 

a year, to ensure its continuing suitability, adequacy and effectiveness. This review includes 

assessing opportunities for improvement and the need for changes to the quality management 

system, including the quality policy and quality objectives. 

Records from management reviews are maintained by the Management Representative. 

The input to management review includes information on: 

• results of audits, 

• customer feedback, 

• process performance and product conformity, 

• status of preventive and corrective actions, 

• follow-up actions from previous management reviews, 

• changes that could affect the quality management system, and 

• recommendations for improvement. 

The output from the management review includes: 

• any decisions and actions related to improvement of the effectiveness of the quality 

management system and its processes, 

• improvement of product related to customer requirements, and 

• resource needs. 

 

A majority of top management must attend management review meetings. 
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6.3 Planning of Changes 

 

Ensure that needed changes to Farber Specialty’s management system are carried out in a planned 

manner. This include to consider potential consequences of change, availability of resources and 

defining roles and responsibilities. Changes to the management system can be needed in case of 

acquisition of companies, introduction of new products and services etc. Many of these changes are 

documented on the Changes and Updates to ISO Management System and the New ISO Form. 

 

 

 

 

 

 

 

 

 

7 – Support 

 

 

 

     An effective quality management system cannot be maintained or improved without adequate 

resources. As a function of planning, such resources have been determined and provided by 

Farber Specialty. This includes contract or project specific resources.  

 

 

7.1 Resources 

Farber Specialty Employees working within the quality management system are competent to fulfil 

their duties, supported by equipment and infrastructure that is it for purpose. Farber Specialty 

provides infrastructure such as buildings, equipment, IT systems.  The work environment of an 

organization has many human and physical factors that can influence quality, effectiveness and 

efficiency. These factors need to be identified and managed and can include: protective equipment, 

ergonomics, heat, noise, light, hygiene, humidity, vibration, temperature etc. The relevant factors 

are obviously different for each product or service.  

Evidence of compliance is available via retained documented information. The Farber Specialty has 

determined what monitoring and measuring has to be undertaken and provide evidence that it was 

undertaken using correct and reliable equipment. Regular calibration and maintenance provide 

confidence that results are reliable. Critical measuring equipment must be available and in a known 

state of accuracy to provide assurance and evidence that products meet their relevant requirements. 
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This also includes software. Organizational knowledge, which relates to ensuring Farber Specialty’s 

internal and external knowledge needs and can demonstrate how this is managed. This includes 

knowledge management of resources, and ensuring that there is effective succession planning for 

personnel, and processes for capturing individual and group knowledge. 

Relevant Maintenance Documents: 

CNC Maintenance, Edge Bander Maintenance, Engineering Calibration Log – Calipers, Equipment 

Problem Report, Fork Lift Maintenance, Hot Press Maintenance, Oil Change and Vehicle Inspection 

Checklist, Saw Maintenance - Building 3,4, Semi-Annual Trailer Inspection Checklist, Tennant 

Sweeper Maintenance, Up Right Lift Maintenance, Weekly Vehicle Maintenance 

 

 Infrastructure 

The organization determines, provides and maintains the infrastructure needed to achieve 

conformity to product requirements. 

Infrastructure includes, as applicable: 

• buildings, workspace and associated utilities, 

• process equipment (both hardware and software), and 

• supporting services (such as transport, communication or information systems). 

Scheduled maintenance, including data backup, is performed on the following: 

• Tool calibration for the CNC 

• Forklift maintenance 

• Daily backup of the network 

 

 

 

 

 Work Environment 

The organization determines and manages the work environment needed to achieve conformity to 

product requirements. Production is responsible to identify and control work environment 

requirements. 

Work environment (this is the work environment where production takes place) controls include the 

following: 

Condition: NA 

Control: NA 
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The organization determines and provides the resources needed to implement and maintain the 

quality management system and continually improve its effectiveness and to enhance customer 

satisfaction by meeting customer requirements. Resource needs are discussed during management 

review. 

7.2 Competence 

 General 

Personnel performing work affecting conformity to product requirements are deemed competent on 

the basis of appropriate education, training, skills and experience. Department Managers are 

responsible for assessing competence. 

Issues with productivity, attitude and overall performance are addressed immediately and 

competency is assessed and determined as the issues arise. 

 Competence, training and awareness 

The organization: 

• determines the necessary competence for personnel performing work affecting conformity to 

product requirements, 

• where applicable, provides training or takes other actions to achieve the necessary 

competence, 

• evaluates the effectiveness of the actions taken, 

• ensures that personnel are aware of the relevance and importance of their activities and how 

they contribute to the achievement of the quality objectives, and 

• maintains appropriate records of education, training, skills and experience. 

Department Managers are responsible to determine competency requirements and to oversee the 

training process. 

 

7.3 Awareness 

Personnel at Farber Specialty are aware of the relevance of their activities and how they contribute 

to achievement of the quality objectives and the effectiveness of the management system and 

resulting organizational performance.  
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7.4 Communication 

At Farber Specialty there is an emphasis on the importance of both internal and external 

communications. Farber Specialty needs to plan and implement a process for communications along 

the familiar "who, what, when, how" principles. Effective communication is essential for our 

management system. Top management at Farber Specialty needs to ensure that mechanisms are in 

place to facilitate this. It is recognized that communication is twoway and will not only need to cover 

what is required, but also what was achieved. Changes in the quality management system should be 

communicated appropriately to interested parties (albeit in practice this is mainly internal parties) 

and should identify appropriate levels of re-training. Mechanisms for communication could include; 

meetings, notice boards, in-house publications, awareness raising seminars, toolbox talks, intranet, 

email, etc. 

 

7.5 Documented Information 

There is a need at Farber Specialty to maintain or retain documented information, in order to give 

structure, clarity and evidence of the system being maintained and effective. See the Document 

Master List and Records Master List.  

 

8 - Operation 

The production and operational control parts of the standard. 

8.1 Operational Planning and Control 

The organization plans and develops the processes needed for product realization. 

Planning of product realization is consistent with the requirements of the other processes of the 

quality management system. 

In planning product realization, the organization determines the following, as appropriate: 

• quality objectives and requirements for the product, 

• the need to establish processes and documents, and to provide resources specific to the 

product, 

• required verification, validation, monitoring, measurement, inspection and test activities, 

specific to the product and the criteria for product acceptance, 

• records needed to provide evidence that the realization processes and resulting product meet 

requirements. 

The output of this planning is in a form suitable for the organization’s method of operations.  

Planning output include(s): 
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• Production plans 

• Drawing packages for the production floor 

The Project Manager is responsible for planning production or service provision and for maintaining 

associated records. 

8.2 Requirements for Products and Services 

 Determination of requirements related to the product 

The organization determines: 

• requirements specified by the customer, including the requirements for delivery and post-

delivery activities, 

• requirements not stated by the customer but necessary for specified or intended use, where 

known, 

• statutory and regulatory requirements applicable to the product, and 

• any additional requirements considered necessary by the organization. 

Project Managers and Sales Support are responsible for determining all customer requirements, 

whether specified; not stated, but necessary; or statutory and regulatory. 

Requirements are determined by: 

• Vehicle Design Plan 

• Options sheet 

• Build Design Plan 

• Engineering drawing – signed off 

• Build list 

 

 Review of requirements related to the product 

The organization reviews the requirements related to the product. This review is conducted prior to 

the organization’s commitment to supply a product to the customer (e.g. submission of tenders, 

acceptance of contracts or orders, acceptance of changes to contracts or orders) and ensures that: 

• product requirements are defined, 

• contract or order requirements differing from those previously expressed are resolved, and 

• the organization has the ability to meet the defined requirements. 

We comply by reviewing the quote with the customer. 

Records of the results of the review and actions arising from the review are maintained. The Project 

Manager is responsible for the review and for maintaining the records. 

Where the customer provides no documented statement of requirement, the customer requirements 

are confirmed by the organization before acceptance. 

Where product requirements are changed, The Project Managers/Sales Person ensure that relevant 

documents are amended and that relevant personnel are made aware of the changed requirements. 
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 Customer communication 

The organization determines and implements effective arrangements for communicating with 

customers in relation to: 

• product information, 

• enquiries, contracts or order handling, including amendments, and 

• customer feedback, including customer complaints. 

Product information is communicated by way of Quotes, specifications, proposals, brochures, 

website, and trade shows. Product information is maintained by the Sales Department. 

Customer inquiries, contracts, orders, etc. are received by: phone, email and fax. 

Customer feedback is recorded and managed by the Project Manager/Sales Manager.  

8.3 Design and Development 

 

 Design and development planning 

The organization plans and controls the design and development of services. The Sales Manager is 

responsible for controlling all stages of the design process, and for maintaining the appropriate 

records. 

During the design and development planning, the organization determines: 

• the design and development stages, 

• the review, verification and validation that are appropriate to each design and development 

stage, and 

• the responsibilities and authorities for design and development. 

The organization manages the interfaces between different groups involved in design and 

development to ensure effective communication and clear assignment of responsibility. 

Planning output is updated, as appropriate, as the design and development progresses.  Planning 

output includes artifacts such as drawings, bill of materials, specifications and quality control 

procedures. 

 

 Design and development inputs 

Inputs relating to project requirements are determined and records maintained. These inputs 

include: 

• functional and performance requirements, 

• applicable statutory and regulatory requirements, 

• where applicable, information derived from previous similar designs, and 

• other requirements essential for design and development. 

 

Design inputs are collected by the Sales Manager customized vehicles. 
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  Design and development outputs 

The outputs of design and development are in a form suitable for verification against the design and 

development input and are approved prior to release. 

Design and development outputs: 

• meet the input requirements for design and development, 

• provide appropriate information for purchasing, production and service provision, 

• contain or reference product acceptance criteria, and 

• specify the characteristics of the product that are essential for its safe and proper use. 

 

Design outputs include artifacts such as system layout drawings, manufacturing drawings, specs, 

BOMs and other sales support documentation. 

 

 Design and development review 

At suitable stages, systematic reviews of design and development are performed in accordance with 

planned arrangements:  

• to evaluate the ability of the results of design and development to meet requirements, and 

• to identify any problems and propose necessary actions. 

Participants in such reviews include representatives of functions concerned with the design and 

development stage(s) being reviewed. Records of the results of the reviews and any necessary 

actions are maintained. 

 Design and development verification 

Verification is performed in accordance with planned arrangements to ensure that the design and 

development outputs have met the design and development input requirements. 

Verification activities include Quality Control inspection and Customer sign off.  Records of the 

results of the verification and any necessary actions are maintained. 

 Design and development validation 

Design and development validation is performed in accordance with planned arrangements to ensure 

that the resulting product is capable of meeting the requirements for the specified application or 

intended use, where known. Wherever practicable, validation is completed prior to the delivery or 

implementation of the product. 

Validation activities includes functional test validation before releasing the completed vehicle to the 

customer.  Records of the results of validation and any necessary actions are maintained. 

 Design and development changes  

Design and development changes are identified and records maintained. The changes are reviewed, 

verified and validated, as appropriate, and approved before implementation. The review of design 

and development changes includes evaluation of the effect of the changes on constituent parts and 

product already delivered. Records of the results of the review of changes and any necessary actions 

are maintained. 
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8.4 Control of Externally Provided Process, Products and Services  

 Purchasing process 

The organization ensures that purchased product conforms to specified purchase requirements. The 

type and extent of control applied to the supplier and the purchased product is dependent upon the 

effect of the purchased product on subsequent product realization or the final product. 

The organization evaluates and selects suppliers based on their ability to supply product in 

accordance with the organization’s requirements. Criteria for selection, evaluation and re-evaluation 

are established. 

Criteria Selection Evaluation/ 

Re-evaluation 

Customer specified supplier x  

Technical specifications x x 

Price and availability x x 

Product quality  x 

On time delivery  x 

Sample product for quality review x  

Records of the results of any necessary actions arising from non conformances are reviewed in 

management review. 

The Purchasing Manager is responsible for controlling the purchasing process and for maintaining 

appropriate records. Approved suppliers are listed in the Syspro (ERP System). 

As of the initial release of this document, all current suppliers in good standing are considered to be 

approved. 

 Purchasing information 

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

• requirements for approval of product, procedures, processes and equipment, 

• requirements for qualification of personnel, and 

• quality management system requirements. 

Purchasing information is communicated to suppliers via Purchase Order, quote requests, drawings 

and consignment stocking plans. 

The organization ensures the adequacy of specified purchase requirements prior to communication 

to the supplier. 

 Verification of purchased product 

The organization establishes and implements the inspection or other activities necessary for ensuring 

that purchased product meets specified purchase requirements. 
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Purchased product is verified by the Receiving Department’s inspection and verifying goods received 

to the purchase order. 

Where the organization or its customer intends to perform verification at the supplier’s premises, the 

organization states the intended verification arrangements and method of product release in the 

purchasing information. 

8.5 Production and Service Provision 

 Control of production and service provision 

The organization plans and carries out production and service provision under controlled conditions. 

Controlled conditions include, as applicable: 

• availability of information that describes the characteristics of the product, 

• availability of work instructions, as necessary, 

• use of suitable equipment, 

• availability and use of monitoring and measuring equipment, 

• implementation of monitoring and measurement, and 

• implementation of product release, delivery and post-delivery activities. 

The Plant Manager is responsible for controlling all phases of product and service provision and for 

maintaining appropriate records. 

 Validation of processes for production and service provision 

The organization validates any processes for production and service provision where the resulting 

output cannot be verified by subsequent monitoring or measurement and, consequently, deficiencies 

become apparent only after the product is in use or the service has been delivered. 

Validation demonstrates the ability of these processes to achieve planned results. 

The organization establishes arrangements for these processes including, as applicable: 

• defined criteria for review and approval of the processes, 

• approval of equipment and qualification of personnel, 

• use of specific methods and procedures, 

• requirements for records, and 

• revalidation. 

 

Process Control/Validation 

Flame retardant materials Destructive testing 

 Identification and traceability 

Where appropriate, the organization identifies the product by suitable means throughout product 

realization. 
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The organization identifies the product status with respect to monitoring and measurement 

requirements throughout product realization. 

Where traceability is a requirement, the Project Lead in charge of the vehicle documents appropriate 

numbers into a control sheet. The unique serial numbers are entered into the customer file in 

Maximizer. 

 Customer property 

The organization exercises care with customer property while it is under the organization’s control or 

being used by the organization. The organization identifies, verifies, protects and safeguards 

customer property provided for use or incorporation into the product. If any customer property is 

lost, damaged or otherwise found to be unsuitable for use, the organization shall report this to the 

customer and maintain records. Customer property can include intellectual property and personal 

data. 

The Warehouse Manager is responsible for identifying property and determining the method of 

control based on the property supplied, if applicable.  

The Project Manager fills out a customer supplied equipment form. The receiving department: 

1. Checks the incoming equipment against the customer supplied equipment form 

2. Checks off what has arrived  

3. Tags each box with the vehicle Stock Number.  

Places the equipment on the correlating vehicle staging area 

 Preservation of product 

The Warehouse Manager is responsible for preserving the product during internal processing and 

delivery to the intended destination in order to maintain conformity to requirements. As applicable, 

this preservation includes identification, handling, packaging, storage and protection. Preservation 

also applies to the constituent parts of a product. 

 

 

8.6 Release of Products and Services 

Farber Specialty monitors and measure the characteristics of the mobile vehicles to verify that 

product requirements have been met and evidence of conformity with the acceptance criteria must 

be maintained. This is done through the Meeting Notes where customer requirements are verified.  

Retained documented information indicate the salesperson authorizing the release of product for 

delivery to the customer.  

 

Page 137 of 320



 
Quality Manual Revision Level 006 
 

Printed copy valid for 24 hours from time of printing. Otherwise, document is for 
Printed: 11-17-2023 @ 11:49 AM Page 31 of 37 

8.7 Control of Nonconforming Outputs 

The organization determines the monitoring and measurement to be undertaken and the monitoring 

and measuring equipment needed to provide evidence of conformity of product to determined 

requirements. The organization establishes processes to ensure that monitoring and measurement 

can be carried out and are carried out in a manner that is consistent with the monitoring and 

measurement requirements. The Engineering Manager is responsible for all aspects related to the 

system of controlling monitoring and measurement. 

Where necessary to ensure valid results, measuring equipment is: 

• calibrated or verified, or both, at specified intervals, or prior to use, against measurement 

standards traceable to international or national measurement standards; where no such 

standards exist, the basis used for calibration or verification is recorded, 

• adjusted or re-adjusted as necessary, 

• identified in order to determine its calibration status, 

• safeguarded from adjustments that would invalidate the measurement result, 

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

In addition, the organization assesses and records the validity of the previous measuring results 

when the equipment is found not to conform to requirements. The organization takes appropriate 

action on the equipment and any product affected. Records of the results of calibration and 

verification are maintained. 

Equipment requiring calibration and/or verification includes: 

• Calipers 

• Torque Wrenches 

• Gauge Blocks 

When used in the monitoring and measurement of specified requirements, the ability of computer 

software to satisfy the intended application is confirmed. This is undertaken prior to initial use and 

reconfirmed as necessary. 

9.0 Performance Evaluation 

The organization plans and implements the monitoring, measurement, analysis and improvement 

processes needed: 

• to demonstrate conformity to product requirements, 

• to ensure conformity of the quality management system, and 

• to continually improve the effectiveness of the quality management system. 

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

their use. The Management Representative is responsible for systems related to monitoring, 

measurement, analysis and improvement. 
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9.1 Monitoring, Measurement, Analysis and Evaluation 

 Customer satisfaction 

As one of the measurements of the performance of the quality management system, the 

organization monitors information relating to customer perception as to whether the organization 

has met customer requirements. 

Customer satisfaction is monitored by online customer surveys and customer complaints. 

The methods for obtaining and using this information are determined by Sales Personnel and the 

Project Manager. 

 

9.2 Internal Audit 

Internal audits are a key element of Farber Specialty’s ISO 9001 Management System. They 

help to assess the effectiveness of the quality management system. An audit program is established 

to ensure that all processes are audited at the required frequency, the focus being on those most 

critical to the business. Internal audits are conducted once a year at a minimum. To ensure that 

internal audits are consistent and thorough, a clear objective and scope should be defined for each 

audit. This will also assist with auditor selection to ensure objectivity and impartiality. To get the 

best results, auditors have a working knowledge of what is to be audited, but management must act 

on audit results. This is often a corrective action relating to any nonconformities that are found, but 

other findings can also be used to trigger prevention and improvement. Follow up activities should 

be performed to ensure that the action taken as a result of an audit is effective. 

The organization conducts internal audits at planned intervals (minimum of once a year) to 

determine whether the quality management system: 

Conforms to the planned arrangements, to the requirements of ISO 9001 and to the quality 

management system requirements established by the organization, and is effectively implemented 

and maintained. 

An audit program has been planned, taking into consideration the status and importance of the 

processes and areas to be audited, as well as the results of previous audits. The audit criteria, 

scope, frequency and methods are defined. This selection of auditors and conduct of audits ensures 

objectivity and impartiality of the audit process. Auditors do not audit their own work. 

A documented procedure has been established (see Internal Audit Procedure) to define the 

responsibilities and requirements for planning and conducting audits, establishing records and for 

reporting results. Records of the audits and their results are maintained. The Quality Control 

Coordinator is responsible to oversee the internal auditing system and for maintaining appropriate 

records. 

The management responsible for the area being audited ensures that any necessary corrections and 

corrective actions are performed without undue delay to eliminate detected nonconformities and 

their causes. Follow-up activities include the verification of the actions taken and the reporting of 

verification results. 
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9.3 Management Review 

The main aim of management review is to ensure the continuing suitability, adequacy and 

effectiveness of the quality management system, and its alignment with the strategic direction of the 

organization. Only through conducting the review at sufficient intervals providing adequate 

information and ensuring the right people are involved can this aim be achieved. Farber Specialty 

has a minimum of two Management Reviews per year.  Top management uses the review as an 

opportunity to identify improvements that can be made and/or any changes required, including the 

resources needed.  

The management review includes information on:  

• The status of actions from previous management reviews.  

• Changes in external and internal issues that are relevant to the quality management system.  

• Information on the performance and effectiveness of the quality management system. • Adequacy 

of resources.  

• The effectiveness of actions taken to address risks and opportunities.  

• Opportunities for improvement. The output from the management review shall include decisions 

and actions related to opportunities for improvement, need for changes to the quality management 

system and resource needs.  

Documented information pertaining to the management review is done through the Management 

Review Notes and the Excel Charts. These are retained.  

 

 

 

 Monitoring and measurement of processes 

The organization applies suitable methods for monitoring and, where applicable, measurement of the 

quality management system processes. These methods demonstrate the ability of the processes to 

achieve planned results. When planned results are not achieved, correction and corrective action is 

taken by the appropriate personnel, to ensure conformity of the product. 

Methods for monitoring and measuring of processes include internal audits and quality objectives.   
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 Monitoring and measurement of product 

The organization monitors and measures the characteristics of the product to verify that product 

requirements have been met. This is carried out at appropriate stages of the product realization 

process in accordance with the planned arrangements. 

Methods for monitoring and measuring of products include use of QA procedures to insure vehicles 

are manufactured according to customer specifications. 

Evidence of conformity with the acceptance criteria is maintained. Records indicate the person(s) 

authorizing release of product for delivery to the customer. 

Product release is approved by sign off of vehicle documentation by the Project Manager. 

The release of product and delivery of service to the customer does not proceed until the planned 

arrangements have been satisfactorily completed, unless otherwise approved by a relevant authority 

and, where applicable, by the customer. 

 Control of nonconforming product 

The organization ensures that product which does not conform to product requirements is identified 

and controlled to prevent its unintended use or delivery. A documented procedure has been 

established (see Control of Nonconforming Product Procedure) to define the controls and related 

responsibilities and authorities for dealing with nonconforming product. 

Where applicable, the organization deals with nonconforming product by one or more of the 

following ways: 

• by taking action to eliminate the detected nonconformity; 

• by authorizing its use, release or acceptance under concession by a relevant authority and, 

where applicable, by the customer; 

• by taking action to preclude its original intended use or application; 

• by taking action appropriate to the effects, or potential effects, of the nonconformity when 

nonconforming product is detected after delivery or use has started. 

When a nonconforming product is corrected, it is subject to re-verification to demonstrate conformity 

to the requirements. 

Records of the nature of nonconformities and any subsequent actions taken, including concessions 

obtained, are maintained. 

 Analysis of data 

The organization determines, collects and analyzes appropriate data to demonstrate the suitability 

and effectiveness of the quality management system and to evaluate where continual improvement 

of the effectiveness of the quality management system can be made. This includes data generated 

as a result of monitoring and measurement and from other relevant sources. 

The analysis of data provides information relating to: 
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• customer satisfaction, 

• conformity to product requirements, 

• characteristics and trends of processes and products including opportunities for preventive 

action, and 

• suppliers. 

Data analysis is conducted and presented during management review. 

The Management Representative is responsible for determining the data requirements and for 

coordinating with other departments to collect and subsequently analyze the data in order to make 

improvements. 

 

10 Improvement 

 

10.1 General Improvement  

 

Farber Specialty has an approach requiring review of processes, products and services and quality 

management system results, with some useful reminders that the mechanisms for such 

improvements can be achieved by a variety of means; correction, corrective action, continual 

improvement, breakthrough change, innovation and reorganization. 

 

 

 

 Continual improvement 

Farber Specialty continually improves the effectiveness of the quality management system using the 

quality policy, quality objectives, audit results, analysis of data, corrective and preventive actions 

and management review. 

 

 

10.2 Nonconformity and Corrective Action  

The main aim of the corrective action process is to eliminate the causes of actual problems so as to 

avoid recurrence of those problems. It is a reactive process, in that it is triggered after an undesired 

event (e.g. discovery of nonconforming product). In essence, the process uses the principles of root 

cause analysis. A basic approach to problem solving is “cause” and “effect”, and it is the cause that 

needs to be eliminated. Action taken should be appropriate to the impact of the problem (risk). As 

part of the corrective action process, the effectiveness of action taken is checked to ensure it is 

effective. Farber Specialty’s corrective actions take into consideration any specific training and 

communications needs.  
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 Corrective Action 

The organization takes action to eliminate the cause of nonconformities in order to prevent their 

recurrence. 

Corrective actions are appropriate to the effects of the nonconformities encountered. 

A documented procedure has been established (see Corrective and Preventive Action Procedure) that 

defines requirements for: 

• reviewing nonconformities (including customer complaints), 

• determining the causes of nonconformities, 

• evaluating the need for action to ensure that nonconformities do not recur, 

• determining and implementing action needed, 

• recording and maintaining records of the results of action taken, and 

• reviewing the effectiveness of the corrective action taken. 

The Management Representative is responsible for maintaining the procedure and the associated 

records. 

 Preventive Action 

The organization determines action to eliminate the causes of potential nonconformities in order to 

prevent their occurrence. 

Preventive actions are appropriate to the effects of the potential problems. 

A documented procedure has been established (see Corrective and Preventive Action Procedure) to 

define requirements for: 

• determining potential nonconformities and their causes, 

• evaluating the need for action to prevent occurrence of nonconformities, 

• determining and implementing action needed, 

• recording and maintaining the results of action taken, and 

• reviewing the effectiveness of the preventive action taken. 

The Management Representative is responsible for maintaining the procedure and the associated 

records. 

 

10.3 Continual Improvement  

One of the aims of Farber Specialty is to improve. There are many ways to identify and drive 

improvement. All measurement results can be analyzed to determine where improvement is required 

or desired. These are reviewed during Farber’s Management Review. Focus is relevant to risks and 

benefits.  
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Reference Documents 

Control of Documents Procedure 

Control of Records Procedure 

Control of Nonconforming Product Procedure 

Corrective/Preventive Action Procedure 

Internal Audit Procedure 

ISO 9001:2015 (external) 
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