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3. QUALITY SYSTEM (JAR-OPS 1.035)
3.1. Introduction to Quality System as per JAR-OPS requirements

3.1.1. General

The JAR-OPS, as other JAR systems, is based on “organisation approval” by opposition to the “direct inspection by the Authority” on which the FAR system is based.

In a system of direct inspection by the Authority, a large number of inspectors have to conduct systematic direct inspections of the products, the maintenance work, the flight operations and the performance of the personnel. The inspectors may be direct employees of the Authority or independent designees charging for their services.

In a system of organisation approval, the Authority uses a reduced number of experts to audit the organisation and to supervise designated certifying staff in each organisation. The surveillance of the products, the maintenance work, the flight operations and the performance of the personnel are delegated to designated certifying staff within each organisation.

Therefore, JAR-OPS requires that the operator must have a management organisation capable of exercising operational control and supervision over any flight operated under the terms of its AOC. 

The operator must have nominated an Accountable Manager acceptable to the Authority who has corporate authority for ensuring that all operations and maintenance activities can be financed and carried out to the standard required by the Authority. The Accountable Manager is an essential part of the AOC holder’s management organisation. With regard to the text in JAR-OPS, the term Accountable Manager is intended to mean the Chief Executive / President / Managing Director / General Manager etc.

The operator must have also nominated post holders, acceptable to the Authority, who are responsible for: 

· Flight operations

· Maintenance

· Crew training

· Ground operations

The JAR-OPS also requires that the maintenance system must be approved by the Authority in accordance with Subpart M and that the operator has satisfied the Authority that he has the ability to:

· Establish and maintain an adequate organisation

· Establish and maintain a Quality System

· Comply with required training programmes

· Comply with maintenance requirements

According to the organisation approval principle, JAR-OPS also requires that each operator establishes a Quality System and designates a Quality Manager both acceptable to the Authority. 

A Quality System is required to alleviate the surveillance of the operator by the Authority when it is satisfied that the operator has put in place the adequate procedures to ensure a safe operation.

The Quality system must include a Quality Assurance Programme that contains procedures designed to verify that all operations are being conducted in accordance with all applicable requirements, standards and procedures. Compliance monitoring must include a feedback system to the Accountable Manager to ensure that corrective actions are both identified and promptly addressed. The feedback system should also specify who is required to rectify discrepancies and non-compliance in each particular case, and the procedure to be followed if corrective action is not completed within an appropriate timescale.

The primary role of the Quality Manager is to verify, by monitoring activity in the fields of flight operations, maintenance, crew training and ground operations, that the standards required by the Authority, and any additional requirements defined by the operator, are being carried out under supervision of the relevant nominated post holder.

The Quality Manager must have direct access to the Accountable Manager and his independence should be totally ensured. The Quality System function should be sufficiently staffed to cover all required activities.

The following diagrams illustrate two typical examples of Quality organisations.

1. 
Quality System within the AOC holder’s organisation when the AOC holder also holds a JAR–145 approval.
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2. 
Quality systems related to an AOC holder’s organisation where aircraft maintenance is contracted out to a JAR-145 approved organisation which is not integrated with the AOC holder.
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Note: 
The quality System and Quality Audit Program of the AOC holder should assure that the maintenance carried out by the JAR-145 approved organisation is in accordance with requirements specified by the AOC holder.

3.1.2. Terminology

Accountable Manager: The person acceptable to the Authority who has corporate authority for ensuring that all operations and maintenance activities can be financed and carried out to the standard required by the Authority and any additional requirements defined by the operator.

Quality Assurance: All those planned and systematic actions necessary to provide adequate confidence that operational and maintenance practices satisfy given requirements.

Quality Audit: A systematic and independent examination to determine whether quality activities and related results comply with planned arrangements and whether these arrangements are implemented effectively and are suitable to achieve objectives.

Quality inspection: An inspection is the act of observing a particular event or action to ensure that correct procedures and requirements are followed during the accomplishment of that event.

Quality Manager: The manager, acceptable to the Authority, responsible for the management of the Quality System, monitoring function and for requesting remedial actions.

Quality Manual: The document containing the relevant information pertaining to the operator's quality system and quality assurance programme.

Quality Policy: The overall quality intentions and direction of a company as regards quality as formally expressed by the Accountable Manager.

Quality System: The organisational structure, responsibilities, procedures and resources for implementing quality management.

3.1.3. Quality policy

A formal written Quality Policy Statement should be established.

The Quality Policy Statement is a commitment by the Accountable Manager as to what the Quality System is intended to achieve.

The quality policy reflects the achievement and continued compliance with:

· the official legal regulations and requirements (JAR-OPS1)

· any additional standards specified by the operator

The Accountable Manager have overall responsibility for AOC holders Quality System including the frequency, format and structure of the internal management evaluation activities.

3.1.4. Quality System

The Quality System should enable the operator to monitor compliance with JAR-OPS1, the Operations Manual, the Operator’s Maintenance Management Exposition, and any other standards specified by the operator, or the Authority, to ensure safe operations and airworthy aircraft.

Compliance monitoring includes a feedback system to the Accountable manager to ensure that corrective actions are both identified and promptly addressed. The feedback system should also specify who is required to rectify discrepancies and non-compliance in each particular case, and the procedure to be followed if remedial action is not completed within an appropriate timescale.

As a minimum, the Quality System should address the following:

a) 
Regulations (JAR-OPS)

b) 
Additional standards and operating procedures

c) 
Quality policy

d) 
Organisational structure

e) 
Development, establishment and management of the Quality System

f) 
Documentation, including manuals, reports and records

g) 
Quality procedures

h) 
Quality Assurance Programme

i) 
Required financial, material, and human resources

j) 
Training requirements.

The responsibility for the development and management of the Quality System is discharges through the Quality Manager.

The Quality System is described through a hierarchy of documents that are headed by the Quality Manual.

3.1.4.1. Quality manager

The function of quality manager to monitor compliance with, and the adequacy of, procedures required to ensure safe operational practices and airworthy aircraft may be carried out by more than one person, by means of different, but complementary, quality assurance programmes.

The quality manager(s) should

· Have direct access to the Accountable manager

· Not be one of the nominated post holders

· Have access to all parts of the operator’s organisation

The Quality Manager(s) should be responsible for ensuring that the Quality Assurance Programme is properly established, implemented and maintained.

The primary role of the quality manager(s) is to verify, by monitoring activity in the fields of flight operations, maintenance, crew training and ground operations that the standards required by the authority, and any additional requirements defined by the operator, are being carried out under the supervision of the relevant nominated postholder.

3.1.4.2. Quality manual (Refer to 3.2)
The quality manual should include, at least, descriptions of the following:

a)
Quality policy

b)
Terminology

c)
Specified operational standards

d)
A description of the organisation

e)
The allocation of duties and responsibilities

f)
Operational procedures to ensure regulatory compliance

g)
Accident prevention and flight safety programme

h)
Quality assurance programme, reflecting at least:

i)
Schedule of the monitoring progress

ii)
Audit procedures

iii)
Reporting procedures

iv)
Follow-up and remedial action procedures

v)
Recording system

i)
The training syllabus

j)
Document control

The Quality Manual may be separated from, but remain part of, the Operations Manual and the Operator’s Maintenance Management Exposition.

3.1.5. Quality assurance programme

The quality assurance programme includes all planned and systematic actions necessary to provide confidence that all operations and maintenance are conducted in accordance with all applicable requirements, standards and operational procedures.

The airline quality assurance system is described through a hierarchy of documents that are headed by the airline quality manual.

These documents have several functions:

a)
Guarantee in front of third parties the quality of the airline products and services

b)
Be a reference for all airline personnel to accomplish their tasks (initial as well as on going training).

c)
Be a reference for process improvement studies and through the updating of the documents and the records. 

d)
Help process improvement implementation and follow-up.

The Quality assurance programme specifies at least the following items:

a)
Quality inspection

b)
Audit

c)
Auditors

d)
Auditor's independence

e)
Audit scope

f)
Audit scheduling

g)
Monitoring and corrective action

h)
Management evaluation

i)
Recording

Quality audits and inspections are carried out periodically through all departments in order to determine whether quality activities and related results comply with planned arrangements and whether these arrangements are suitable to achieve objective in respect of quality.

3.1.5.1. Quality inspection

The primary purpose of a quality inspection is to observe a particular event / action / document..., in order to verify whether established procedures and requirements are followed during the accomplishment of that event and whether the required standard is achieved.

Typical subject areas for quality inspection:

a)
Actual flight operation

b)
Ground De/Anti-icing

c)
Flight Support Services

d)
Load control

e)
Maintenance

f)
Technical standards

g) Training standards

3.1.5.2. Audit

An audit is a systematic, and independent comparison of the way in which an operation is being conducted against the way in which the published procedures say it should be conducted.

· Audits include at least the following procedures and process:

a)
An explanation of the scope of the audit

b)
Planning and preparation

c)
Gathering and recording evidence

d)
Analysis of the evidence

· The various techniques that make up an effective audit are:

a)
Interviews and discussions with personnel

b)
A review of published documents

c)
The examination of an adequate sample of records

d)
The witnessing of the activities which make up the operation

e)
The preservation of documents and the recording of observations

· Reporting of results:

a)
A report is made up with each audit. It contains particulars of the object of the audit, the referenced requirements applied as basis and an identified deviation/non conformity with requirements. The report is distributed to the manager concerned, the quality manager keeps a copy and a copy is retained by the auditor for recording and follow-up of possible corrective actions.

b)
Results of the audit management review are recorded in a report signed by the quality manager.

3.1.5.3. Auditors

The auditor or audit team should have relevant operational and/or maintenance experience.

The responsibilities of the auditors should be clearly defined in the relevant documentation.

3.1.5.4. Auditor's independence

Auditors should not have any day-to-day involvement in the area of the activity which is to be audited.

In addition to using the services of full-time dedicated personnel belonging to a separate quality department, undertake the monitoring of specific areas or activities by the use of part-time auditors. 

The operator's Quality Assurance Programme identifies the persons within the company who have the responsibility and authority to:

a)
Perform audits, and inspections as part of ongoing Quality Assurance;

b)
Identify and record any concerns or findings, and the evidence necessary to substantiate such concerns or findings;

c)
Initiate, or recommend solutions to concerns or findings through designated reporting channels;

d)
Verify the implementation of solutions within specific timescales;

e)
Report directly to the Quality Manager.

In addition to using the services of full-time dedicated personnel belonging to a separate quality department (if any), the monitoring of specific areas or activities may be undertaken by the use of part-time personnel from within his own organisation or from an external source under the terms of an agreement acceptable to the Authority. In all cases the operator should develop suitable procedures to ensure that persons directly responsible for the activities to be audited are not selected as part of the auditing team.

3.1.5.5. Audit scope

To monitor compliance with the procedures designed to ensure safe operations, airworthy aircraft, and the serviceability of both operational and safety equipment, as a minimum and where appropriate, at least the following aspects must be monitored:

a)
Organisation;

b)
Plans and Company objectives;

c)
Operational Procedures;

d)
Flight Safety;

e)
Certification (AOC/operations specification);

f)
Supervision;

g)
Aircraft Performance;

h)
Special operations: ETOPS, AWO, MNPS…

i)
Communications and Navigational Equipment and Practices;

j)
Mass, Balance and Aircraft Loading;

k)
Instruments and Safety Equipment;

l)
Manuals, Logs, and Records;

m)
Flight and Duty Limitations, Rest Requirements, and Scheduling;

n)
Aircraft Maintenance / Operations interface;

o)
Use of the MEL;

p)
Maintenance Programmes and Continued Airworthiness;

q)
Airworthiness Directives management;

r)
Maintenance Accomplishment;

s)
Defect Deferral;

t)
Flight Crew;

u)
Cabin Crew;

v)
Dangerous Goods;

w)
Security;

x) Training.

Remark: Any applicable regulation concerning aeronautical training and flight operations are analysed and are subject to an information and/or training of the personnel concerned by its implementation.

A permanent contact is maintained with the Aviation Authorities to develop regulations for better security.

3.1.5.6. Audit scheduling

A Quality Assurance Programme should include a defined audit schedule and a periodic review cycle area by area. The schedule should be flexible, and allow unscheduled audits when trends are identified. Follow-up audits may be scheduled when necessary to verify that corrective action was carried out and that it was effective.

Operators should establish a schedule of audits to be completed during a specified calendar period. All aspects of their operation should be reviewed within every 12 months in accordance with an accepted programme. The frequency of the audits may increase at the operator’s discretion, but should not be decreased without the agreement of the Authority. It is considered unlikely that a frequency of greater than 24 months would be acceptable for any audit topic.

Significant changes to the management, organisation, operation, or technologies as well as the regulatory requirements must be considered to define the schedule.

3.1.5.7. Monitoring and corrective action

The aim of monitoring within the Quality System is primarily to investigate and judge its effectiveness and thereby to ensure that defined policy, operational and maintenance standards are continuously complied with. Monitoring activity is based upon quality inspections, audits, corrective action and follow-up. The operator should establish and publish a procedure to monitor regulatory compliance on a continuing basis. This monitoring activity should be aimed at eliminating the causes of unsatisfactory performance.

Any non-compliance identified, as a result of monitoring should be communicated to the manager responsible for taking corrective action or, if appropriate, the Accountable Manager. Such non-compliance should be recorded for the purpose of further investigation, in order to determine the cause and to enable the recommendation of appropriate corrective action.

The Quality Assurance Programme should include procedures to ensure that corrective actions are taken in response to findings. These procedures should monitor such actions to verify their effectiveness and that they have been completed. Organisational responsibility and accountability for the implementation of corrective action resides with the department cited in the report identifying the finding. The Accountable Manager will have the ultimate responsibility for resourcing the corrective action and ensuring, through the Quality Manager(s), that the corrective action has re-established compliance with the standard required by the Authority, and any additional requirements defined by the operator.

Corrective action subsequent to the quality inspection/audit, the operator should establish at least the following:

a)
The nature of any findings and the need for immediate corrective action 

b)
The origin of the finding;

c)
What corrective actions are required to ensure that the non-conformity does not recur;

d)
A schedule for corrective action;

e)
The identification of individuals or departments responsible for implementing corrective action;

f)
Information to the Accountable Manager where appropriate.

The Quality Manager should:

a)
Ensure that corrective action is taken in response to negative findings;

b)
Verify that corrective action includes the elements outlined in paragraph above;

c)
Monitor the implementation and completion of corrective action;

d)
Provide management with an independent assessment of corrective action, implementation and completion;

e)
Evaluate the effectiveness of corrective action through the follow-up process.

3.1.5.8. Management evaluation (review)

· A management evaluation is a comprehensive, systematic documented review of operational policies, procedures, and systems and considers the following:

a)
The results of inspections, audits and any other indicators;

b)
The overall effectiveness of the management organisation in achieving stated objectives.

· A management evaluation is designed to identify and correct trends, and to prevent, where possible, future non-conformities.

Conclusions and recommendations made as a result of an evaluation should be submitted in writing to the responsible manager for action. The responsible manager should be an individual who has the authority to resolve issues and take action.

· The Accountable Manager decides upon the frequency, format, and structure of internal management evaluation activities.

3.1.5.9. Recording

· The operator should maintain accurate, complete and reliable records documenting the results of the Quality Assurance Programme. Records are essential data to analyse and determine the root causes of non-conformity, so that areas of non-compliance can be identified and subsequently addressed.

· The following records should be retained for a period of 5 years:

a)
Audit Schedules;

b)
Inspection and Audit reports;

c)
Responses to findings;

d)
Corrective action reports;

e)
Follow-up and closure reports;

f)
Management Evaluation reports.

· The Quality Manager is responsible to file and store these documents in such a way that they are readily retrievable in facilities that provide a suitable environment to prevent damage and to prevent loss. These documents can be in the form of any type of media such as hard copy or electronic media.

3.1.6. Quality assurance responsibility for sub-contractors

Operators may decide to sub-contract out certain activities to external agencies for the provision of services related to areas such as:

a)
De/Anti-icing

b)
Maintenance;

c)
Ground handling;

d)
Flight support (performance calculations, flight planning, navigation database and despatch);

e)
Training;

f)
Manual preparation.

When using sub-contractors the responsibility for quality of the product or service remains with the operator. A written agreement between the operator and the sub-contractor clearly defines the services and quality to be provided. The sub-contractor's activities relevant the agreement should be included in the operator's Quality Assurance Programme.

The operator should ensure that the sub-contractor has the necessary authorisation / approval when required, and commands the resources and competence to undertake the task. If the operator requires the sub-contractor to conduct activity which exceeds the sub-contractor's authorisation/approval, the operator is responsible for ensuring that the sub-contractor's quality assurance takes account of such additional requirements.

If, for example, the operator purchases a performance manual from a sub-contractor the operator remains responsible for the contents and shall undertake the necessary control, including Quality Assurance.

3.1.7. Quality system training

3.1.7.1. General

Effective, well-planned, and resourced quality related training for all of their personnel should be established,

Those responsible for managing the Quality System should receive training covering at least the following topics:

a)
An introduction to the concept of Quality System;

b)
Quality management;

c)
Concept of Quality Assurance;

d)
Quality manuals;

e)
Audit techniques;

f)
Reporting and recording.

g)
The way in which the Quality System will function in the company.

Time should be provided to train every individual involved in quality management and for briefing the remainder of the employees. The allocation of time and resources should be governed by the size and complexity of the operation concerned.

3.1.7.2. Sources of training

Quality management courses are available from the various National or International Standards Instructions or to offer such courses to those likely to be involved in the management of Quality Systems. Operators with sufficient appropriately qualified staff they may decide to carry out in-house training. 

 Quality Manual 

Note

This section represents an example of a Quality Manual answering JAR-OPS requirements.

In this example, the Accountable Manager is the Chairman of the Company and the airline holds a JAR-145 approval.

This Manual does not include the description of all required procedures, recording and reporting processes.
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3.1.8. Terminology

Refer to 3.1.2
3.1.9. Management commitment 

The Company Chairman (Accountable Manager) assumes the responsibility of implementing the quality policy defined below, by respecting completely the dispositions prescribed in this manual. This manual is a reference manual for the application of JAR-OPS1 regulation. The Chairman will judge its implementation and effectiveness of the quality system, and ensure its evolution as necessary.

3.1.10. Quality policy

The aims and the commercial results of our company require our adaptability to changing workload conditions. 

The Quality must form an integral part of our strategy. The highly skilled and motivated personnel of our company are in this perspective a key factor. Support must be provided by efficient procedures and commitment to constantly improve where possible. Nevertheless, the highest priority must be given to aircraft operations safety.

Our main goals are:

· Safety thanks to the respect of standards required by the Authorities and to our particular operations requirements,

· Customers’ satisfaction 

· Aircraft availability

· Punctuality

I rely on everyone’s commitment and involvement in order to obtain these goals.


The Company Chairman 


Accountable Manager

3.1.11. Quality indicators

Quality indicators are defined according to the Management policy. They are related to:

· Safety

· Punctuality

· Aircraft availability

· Flight reliability

· Customer satisfaction

Indicators
Objectives

Safety

· Exemption to regulatory items

· Dispatch under MEL
0

< 10%

Punctuality

· Departure delays > 15 minutes
< 10%

Aircraft availability

· Daily technical availability
 > 98%

Flight reliability

· Flight cancelled
< 1%

Customer satisfaction

· Passenger questionnaire
 > 85% satisfaction

After having analysed the indicators, each manager implements preventive and corrective actions necessary to obtain the quality objectives defined by the Accountable Manager. The effectiveness of such actions is evaluated during the Management reviews.

3.1.12. Quality system management organisation

· General management organisation: refer to chapter 1 of the Operations Policy Manual

· Quality System organisation chart 
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Management description and responsibilities

Description and responsibilities of the management is indicated in the Operations Policy Manual chapter 1. Description and responsibilities of the people in charge of the quality system is indicated in this chapter when not indicated in the Operations Policy Manual chapter 1.

· Quality Manager

The Quality Manager defines the quality assurance system and ensures that it is compliant, especially towards the requirements of JAR-OPS1.

He organises the surveillance actions which allow ensuring that operations methods and maintenance activities are conform to the requirements of JAR-OPS1.

He co-ordinates the Quality actions lead in the different departments (audits, preventive and corrective actions, indicators...).

He manages the quality manual and general procedures.

He prepares, leads and follows « Management review ».

He ensures the link with the Quality system of subcontractors (Airports equipment, Ground handling...).

He reports to the Accountable Manager of the anomalies and preventive and corrective actions taken.

In case of absence, his function is taken by the Accountable Manager.

· Flight Operations Quality correspondent (JAR-OPS)

The primary role of the Flight Operations Quality correspondent is to monitor activity in the fields of flight operations, ground operations and training.

He will name inspectors for each of these areas who represent the expertise in these areas.

· Maintenance Quality correspondent (JAR-OPS Part M)

The primary role of the Maintenance Quality correspondent is to monitor activity in the fields of maintenance engineering and associated training.

He will name inspectors for each of these areas who represent the expertise in these areas.

· Maintenance workshop Quality correspondent (JAR 145) 
The primary role of the Maintenance workshop Quality correspondent is to monitor activity in the fields of maintenance and associated training.

He will name inspectors for each of these areas who represent the expertise in these areas.

Regulatory compliance

The Quality system complies with the requirements of JAR-OPS1, in order to guarantee safe operations methods and aircraft airworthiness.

The quality system is based on:

· The quality policy announced by the Company Chairman

· The quality documentation

· The external documents (regulations, manufacturer documentation...).

3.1.13. Management review

The management review is a complete, documented and systematic evaluation of the quality system, the operational policy, and the procedures by the Accountable Manager. This is done four times a year.

It takes into account:

· The results of quality inspections and indicators

· The audit results

· The global effectiveness of the management to reach predetermined goals.

The management review will identify and correct deviations and avoid potential non-conformities. 

The conclusions and recommendations made during a management review are submitted to the managers for action. The manager in charge must have the authority in order to resolve the problems and take actions.

The quality manager organises the meeting as described in the procedure «Management review».

3.1.14. Documentation

The quality system is described in the following documents: 

· Quality Manual 

· Procedures: describe the processes used by the Company:

· Operations Manual – JAR OPS1 Part P

· Maintenance Management Exposition (MME) - JAR OPS1 Part M

· Maintenance Organisation Exposition (MOE) – JAR 145

· General procedures established for the purpose of Quality 

· Records

Description of these documents:

· Quality Manual

The Quality Manual is the document containing the relevant information pertaining to the operator's quality system and quality assurance programme.

This chapter 3 of the Operations Policy Manual constitutes the Quality Manual of the Company.

· Operations Manual (OM)

The OM is the manual written in order to comply with the requirements of JAR-OPS1 subpart P.

· It describes the organisation and the procedures in order that operations are in conformity with the conditions of the Air Operator Certificate.

-
It contains the information necessary for the operation personnel in order to perform their tasks.

This manual is developed and updated by the Flight Operations Manager under the authority of the Director Flight Operations

· Maintenance Management Exposition (MME)

The MME is the manual written for compliance with the requirements of JAR-OPS-1 subpart M.

It describes the organisation, the means and procedures implemented so that the operated aircraft are conform to the terms of the AOC. 

This manual is developed and updated by Maintenance Director.

· Maintenance Organisation Exposition (MOE) 

The MOE is the manual written for compliance with the requirements of JAR 145.

It describes the organisation and the procedures in order that aircraft are maintained in conformity with the conditions of the JAR 145 approval.

· General procedures

The procedures describe the major processes linked to the Company activities.

Their management and modification are described in the procedure «Quality system documentation management »

· Records

They are the documents that record task performance. Thus they prove that the procedures are applied

3.1.15. Quality audit

A programme of internal audits has been implemented to check that the quality system satisfies the requirements of JAR-OPS1.

The Company has established a schedule of audits to be completed during a specific calendar period. All aspects of the operation will be reviewed within a period of 12 months. The Quality Manager plans the annual programme in relation with the Quality correspondents. It is validated in Management Review and published by mid December for the year to come. Unscheduled audits will be also performed when trends are identified.

The Quality Manager manages internal audits in co-operation with Quality correspondents. They prepare audit checklists that will ensure adequate coverage in the Company as well as for subcontractors.

Audits are performed by qualified auditors who are independent from the activities that they audit. An audit report is written and systematically sent to the Quality Manager.

A status of the programme and corrective actions is presented in management review.

The Accountable Manager has the ultimate responsibility to ensure via Quality Manager, that the actions implemented have re-established compliance with regulatory requirements.

Quality audits cover the following areas:

a)
Organisation;

b)
Plans and Company objectives;

c)
Operational Procedures;

d)
Flight Safety;

e)
Certification (AOC/operations specification);

f)
Supervision;

g)
Aircraft Performance;

h) Special operations: ETOPS, AWO, MNPS, RVSM; 

i) Communications and Navigational Equipment and Practices;

j)
Mass, Balance and Aircraft Loading;

k)
Instruments and Safety Equipment;

l)
Manuals, Logs, and Records;

m)
Flight and Duty Limitations, Rest Requirements, and Scheduling;

n)
Aircraft Maintenance / Operations interface;

o)
Use of the MEL;

p)
Maintenance Programmes and Continued Airworthiness;

q)
Airworthiness Directives management;

r)
Maintenance Accomplishment;

s)
Defect Deferral;

t)
Flight Crew;

u)
Cabin Crew;

v)
Dangerous Goods;

w)
Security;

x) Training.

3.1.16. Inspection

Inspection operations are defined and integrated in the procedures. They ensure that the specifications are respected (flight crew procedures, checklist). Additional flight inspections are made through the LOMS (flight data readout) and LOAS systems (regular in-flight checks).

These inspections are done either systematically, by regulatory requirement, or according to customer or internal specifications.

The various inspection operations are identified in procedures, the people in charge of these inspections, and inspection methods also.

All the inspections performed, their results, and identification of inspectors, are identified in the files.

Inspections of the following equipment or of areas of activities are performed:

· Actual flight operations

· Ground de/anti-icing

· Flight support services

· Load control

· Maintenance

· Technical standards

· Training standards

· Simulator

· LOMS/LOAS/AIRS systems

· Aircraft equipment

3.1.17. Anomalies

· Dealing with anomalies

Any personnel may point out an anomaly. It is immediately taken into account by the department manager and/or the department quality correspondent.

An analysis of the anomaly is performed to evaluate whether an immediate corrective action is possible or if such action is to be decided during a management meeting.

· Follow-up of anomalies

The quality correspondents follow anomalies and corrective actions as well as their effectiveness during a monthly meeting with the Quality Manager 

· Incidents / accidents

The applicable procedures in case of accident or incident are described in the Operations Policy Manual chapter 11 «Handling of accidents and occurrences».

Concerning the Maintenance Direction, the MME chapter «Defect Notification» describes the process used when anomalies are discovered during operations or in the workshop.

3.1.18. Preventive and correctives actions

To continually improve the processes and control anomalies, the system is subjected to inspections, audits and follow-up of anomalies.

To eliminate anomalies identified outside inspection reports and in order to prevent their reoccurrence, our Company has implemented the procedure “preventive and corrective actions”.

According to the severity of the anomalies and the implementation of corrective actions, they may be presented to and commented for action during the monthly Management meeting. They are in all cases analysed in Management review in order to check their effectiveness and the pertinence of preventive actions. 

The modifications that result from the corrective and preventive actions are recorded.

· Corrective actions

After having described the anomaly and looked for the cause, corrective actions are proposed on the anomaly report. The Quality Manager and the department quality correspondent then evaluate the effectiveness of corrective actions.

· Preventive actions

Preventive actions arise from elements and information determined during audits, management meetings, management reviews, recommendations from directors and from all personnel, results from indicators or requests from Authorities. They are dealt with by concerned department.

3.1.19. Quality system training

The Quality system training encompasses the following:

· Quality briefings

The Company has established effective, well-planned, and resourced quality related briefing for all of their personnel. Subcontractors are also briefed on the appropriate quality items.

· Quality training for quality management personnel

Those responsible for managing the Quality System receive training covering:

a)
An introduction to the concept of Quality System;

b)
Quality management;

c)
Concept of Quality Assurance;

d)
Quality manual and associated quality documents;

e)
Audit techniques;

f)
Reporting and recording.

g)
The way in which the Quality System will function in the company.

Time should be provided to train every individual involved in quality management and for briefing the remainder of the employees. The allocation of time and resources will be governed by the size and complexity of the operation concerned.

3.1.20. Quality records

The quality records are the written evidence that attest to the quality of the service and for the system.

Quality records are archived for 5 years starting from their edition date. They are retained by the Quality Manager.

[image: image4.emf]Accountable Manager

Quality Manager

Quality

Assurance

JAR-145

JAR-145

Approved

Maintenance

Organisation

Maintenance

(engineering)

Operations

Quality

Assurance

JAR-OPS M

Quality

Assurance

JAR-OPS


REV 03


