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Purpose 
 

The purpose of this manual is to provide a guide to the Quality, Environmental and Health & 
Safety Policies of Cleansing Service Group Ltd and to give an overview description of the 
management systems designed to implement them. 
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0 INTRODUCTION 
 
The Company was founded in 1934 as Hampshire Cleansing Services by Edgar (Bunny) Hart.  
The Company has had several name changes over the years and is now known as Cleansing 
Service Group Limited (the Group), incorporating other companies such as CSG Lanstar, CSG 
Lloyds Environmental, J&G Environmental, Saxon Recycling, Oil Monster and Willacy Oil 
Services. 
 
Expansion for the Group has come through organic growth and acquisition. It has also come 
through foresight by building its own treatment facilities for oily waters and development of 
innovative techniques for treating wastes. 

 
The Group maintains a close liaison with the founding family shareholders through regular 
meetings between the Managing Directors and representatives of those shareholders. 

 
The Group strives to retain such family values as honesty, loyalty and fairness and encourages 
all employees to have a strong sense of belonging and to work towards defined aims and 
objectives. 
 
Mission Statement  
 
To grow a sustainable, innovative and prosperous business while maintaining a high level of 
commitment to customers, shareholders, employees and the environment. 
 
Vision 
 
To be the most successful independent provider of waste management solutions in the UK 
 
Values 
 

• People 

• Innovation 

• Customer Service 

• Heritage 
 
The Group has the specific objective of enhancing shareholder value.  To this end it 
endeavours to ensure that all relevant legislative and regulatory requirements are complied 
with.  These requirements may exist in the health & safety, environmental or financial arena 
and may for example be reflected in law, planning consents, site licences and permits or 
codes or practice.  The minimum standards that are adopted by the Group are those 
required by law, although the Group will seek always to exceed these where there is a 
demonstrable benefit. 
 
There are other issues that may not be legal requirements but are considered so important 
by the Group that they are to be applied Group-wide e.g. with respect to quality of service, 
corporate & social responsibility and financial management. 
 
The Group has issued a Corporate Social Responsibility Policy which details these values and 
objectives in more detail (refer to CM/1.36). 
 
The Group has decided to align its management system against the requirements of ISO 
9001:2015, ISO 14001:2015 and ISO 45001:2018. References pertaining to ISO 14001:2015 
and ISO 45001:2018 used within this manual will be green and red, respectively. 
 
1.0 BUSINESS MANAGEMENT SYSTEM REQUIREMENTS 
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1.1 Scope of Management system. 
 
Refer to section 4.3 below. 
 
1.2 Application. 
 
CSG Ltd have excluded clause 8.3 of ISO 9001:2015 from the scope of this management 
system. 
All other clauses of ISO 9001:2015, along with all clauses of ISO 14001:2015 and ISO 
45001:2018 are included. 
 
 
2.0 NORMATIVE REFERENCES 
 
ISO 9001:2015 draws normative references from ISO9000:2015. Where appropriate, these 
are applied to this Business Management System manual. No such references are cited for 
ISO 14001: 2015 or ISO 45001:2018. 

 
3.0 TERMS AND DEFINITIONS 
 
The terms used in this manual have the meaning of the terms as defined and definitions 
given in ISO 9001:2015, ISO 14001:2015 and ISO 45001:2018 as applicable. 
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4.0 CONTEXT OF THE ORGANISATION 
 
4.1 (4.1) (4.1) Understanding our company and its context 
 
The context analysis is used to identify and analyse internal and external issues connected 
directly and indirectly to our activities, services and general strategic direction, and the effect 
these have on our ability to achieve our intended results and outcomes. 
 
Doc reference CM 1.02 F3 
 
4.2 (4.2) (4.2) Understanding the needs and expectations of interested parties 
 
We implement a context assessment of all relevant internal and external issues. This data 
forms an environmental framework addressing political, economic, social, technological and 
legal issues which is then analysed and evaluated to establish our market positioning. 
Outputs from this process are used by top management to minimise risks that could 
influence our ability to consistently meet requirements. This analysis is regularly reviewed 
informally and formally at management review meetings. 
 
Doc reference CM 1.02 F3 
 
4.3 (4.3) (4.3) Determining the scope of the Management System 
 
Based on the analysis and summarisation of data associated with the processes outlined in 
the points above, our management system scope has been defined. We define this as 
below: - 
 
The Group provides the following waste management solutions: - 
 

• The collection, transportation, treatment, disposal or recycling of hazardous and non-
hazardous liquid and solid wastes; 

• The collection, transportation, disposal and treatment of domestic and industrial 
sewage; 

• Operation, restoration and aftercare of landfill sites; 

• Garage interceptor / drainage cleansing services, management of liquid waste 
treatment plants and the treatment and disposal of wastes; 

• Specialised industrial and tank cleaning services including spill response; 

• Contracting services for sludge removal, processing and oil recovery; 

• Manufacture and sale of equipment and spare parts for sludge removal, processing 
and oil recovery systems. 

 
And operates geographically at: -  
 

• Botley, Southampton (industrial & sewage collection and treatment, dry waste 
services); 

• Chichester, Bournemouth and Cricklade (Swindon) (sewage collection and transport); 

• Bristol (industrial & sewage treatment & transport); 

• Saltash (Cornwall) (industrial & sewage treatment & transport, tank cleaning, dry waste 
& chemical waste services); 

• Aylesford (Kent) (industrial & sewage treatment & transport); 

• Coventry (industrial & sewage treatment & transport); 

• CSG Lanstar at Cadishead (Manchester) (packaged & bulk hazardous waste treatment 
& processing, tank cleaning) and Technical Sales, Marketing, Artic Tanker 
Management; 
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• Managed waste services at Mars Petcare UK, Melton Mowbray; 

• Oil Monster – Deeside (collection and recycling of waste oils); 

• Willacy Oil Services - Deeside (contracting services for sludge removal, processing & 
oil recovery and design, manufacture and sale of equipment and spare parts for sludge 
removal, processing and oil recovery systems) and  

• Fareham - Chartwell House (Head Office, Sales and Customer Services, Accounts, IT, 
HR, Fleet, H&S and Insurance). 

• Sheffield (Frogsons) 

• Worcester (oil treatment plant) 
 
All operations are in the UK, complying with UK Law and other compliance obligations so 
defined by The Group, taking into account the needs and expectations of our interested parties 
and our documented contextual analysis. 
 
We are also required to state any specific exclusions to the standards, we have identified a 
clause in ISO 9001:2015 as below: - 

1. We have excluded clause 8.3 of ISO 9001:2015 from our system as we are only 

responsible for processing materials and we are not responsible for design.  

 

Certified Scope 

Please be aware that not all of the locations listed above are certified to the three 

standards. Please see the appropriate certificate which highlights which location is 

certified. 

 

CSG maintain an ISO 45001:2018 management system at Head Office, Willacy Oils and 

Sheffield only. 
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4.4 (4.4) (4.4) Management System and its processes 
 
We have established, documented, implemented and are maintaining a management 
system to control and support our business processes in accordance with our policies, 
objectives, inputs and expected outputs. We have identified our primary high level processes 
and their interaction together with monitoring and measuring mechanisms. We have 
assigned responsibilities and authorities and ensure appropriate skills and competence 
throughout. To minimise any adverse operational risk, top management have implemented 
procedures to identify these risks and direct actions to minimise them so far as is reasonably 
practicable. These include but are not limited to aspects of operational quality assurance, 
protecting and assuring environmental sustainability including protecting our natural 
resources and environmental situations including emergency situations such as spillage/loss 
of containment as well as those situations that may exist local to our work, and occupational 
hazards to all aspects of our business activities to keep people safe. These actions are 
subject to on-going monitoring to ensure their continual effectiveness. Any significant 
changes planned or encountered by the company will attract further and bespoke risk 
interrogation to ensure any associated risks to the business are minimised. This approach 
ensures the highest level of output achievement probability is maintained whilst fostering 
endemic continual improvement generally as a result. We work to and promote a positive 
quality and environmental awareness culture throughout our organisation. 
 
A simplified summary of our management system and processes is included below. 
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5.0 LEADERSHIP 
 
5.1 (5.1) (5.1) Leadership and Commitment 
 
Top management provide evidence of leadership and commitment to the development and 
implementation of the management system and continually improves its effectiveness 
through: 

a) taking accountability of the effectiveness of the management system; 
b) ensuring that the quality, environmental and OH&S policies and objectives are 

established for the management system and that they are compatible with the 
strategic direction and context of our business; 

c) ensuring the integration of the management system requirements into our business 
processes and promoting a ‘process approach’ and ‘risk based thinking’ culture; 

d) ensuring that the resources needed for the management system are available; 
e) communicating the importance of effective management and of conforming to the 

management system requirements; 
f) ensuring that the management system achieves its intended outcomes and results; 
g) engaging, directing and supporting persons to contribute to the effectiveness of the 

management system; 
h) promoting continual improvement;  
i) supporting other relevant management roles to demonstrate their leadership as it 

applies to their areas of responsibility; 
j) developing, leading and promoting a culture within CSG which supports the H&S 

Management System; 
k) protecting workers from any reprisals following the reporting accidents, incidents, 

risks, opportunities etc.; and 
l) ensuring processes for consultation and participation of workers. 

 
Please see diagram above. 
 
5.2 (5.2) (5.2) Quality, Environmental and H&S Policies 
 
Top management have developed and implemented quality, environmental and health and 
safety policies, which are approved by the managing director and reviewed for continuing 
accuracy and suitability.  
 
Doc References CM 1.03; CM 1.04; CM 1.05 
 
5.3 (5.3) (5.3) Organisation Roles, Responsibilities and Authorities 
 
Responsibility and authority for implementing various aspects of our activities are identified 
in the relevant documented procedures. Top management have ultimate responsibility and 
authority for the company’s management system. The managing director will ensure 
availability of all funding and resources necessary to establish, implement, maintain and 
continually improve the management system. 
Below is a CSG company organogram illustrating where roles and responsibilities fit in the 
running of CSG. Responsibilities are also outlined in job descriptions. 
 
Management System 
Top management have created a team within CSG which is responsible for ensuring the 
implementation and maintenance of the management system. The “Internal Audit Group” is a 
cross discipline group which also ensures the performance of the management system is 
reported to top management. This is achieved through monthly board reports and top 
management representation within the IAG. 
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5.4 Consultation and Participation of Workers 
 
CSG provide opportunities for employees at all levels to be consulted on and participate in 
changes to the H&S management system. CSG do this through a variety of processes: - 

• Regular bulletins and updates 

• Regular H&S meetings providing all sites an opportunity to feedback on H&S issues 

• Senior management meetings 

• H&S Committee meetings 

• Toolbox talks and “on the job” training 

• Monthly compliance reviews 

• Regional meetings 
 
Employees have opportunities to report their concerns directly to their line manager, HR, an 
H&S representation or to the Board of Directors. CSG have a whistleblowing policy which sets 
out an employee’s rights and protection against reprisals. 
 
Further information can be found in CM 1.32 



CSG Organogram 
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6. PLANNING 
 
6.1 (6.1) (6.1) Actions to Address Risks and Opportunities 
 
The actions to address business risks and opportunities for quality, environmental and 
OH&S management are subject to documented procedures. The process to manage and 
control this activity is set out in the context of the organisation, as above. 
We have established, implemented and maintain procedures for the identification of 
environmental aspects appertaining to our activities and services. Attention has been given 
to those aspects we can either control or influence. Action has also been taken to determine 
which of the environmental impacts identified have or can have significant impacts on the 
environment. 
Similarly we have established, implemented and maintained procedures for the identification 
and access to those legal and other requirements that are applicable to its activities and take 
these into account when developing and maintaining the management system.  
The legal requirements are kept under review to ensure that they apply to the environmental 
aspects identified above. 
Risks and Hazards are identified in line with CSG procedures, this also takes the 
assessment of opportunities into account. 
 
Doc References CM 2.15; CM 1.02 F2; CM 1.02 R1; CM 1.02 F4; CM 1.32; CM 4.05  
 
6.2 (6.1) (6.2) Management System Objectives and Planning to Achieve Them 
Quality, Environmental and OH&S Objectives have been established and are consistent with 
the Quality, Environmental and OH&S Policies. These Objectives constitute a product of the 
company context analysis including outputs obtained from the PESTLE analysis. They are 
monitored, reviewed and updated as necessary at planned management system meetings. 
Our management system objectives are measurable; they take into account applicable 
requirements and are relevant to our expected outcomes. We undertake to ensure our 
management system objectives are communicated and understood by people throughout 
our company and that appropriate, competent resource will be applied to realise associated 
action plans and control measures.  
There are both CSG corporate objectives and local objectives. 
 
Doc References CM 1.02 F1; CM 3.31; CM 4.45 T1; CM 1.02 F4 
 
6.3 (6.1) Planning of Changes 
 
Any changes to these objectives will take place in a manner similar to their initial 
establishment and will likewise follow the same development process laid down as above. 
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7 SUPPORT 
 
7.1 (7.1) (7.1) Resources - General 
 
The necessary resources needed for establishing, implementing, maintaining and continually 
improving our management system have been determined taking into consideration the 
capabilities of and constraints on existing internal resources and what needs are to be 
obtained from external providers.  
People:   As part of that process we have determined and provided the manpower 
necessary for the effective implementation control and management of our management 
system.  
Infrastructure:  We have determined and provided the necessary infrastructure including 
treatment facilities, office and workplace facilities, workplace equipment including ITC, and 
transport resources. 
Environment for the operation of our processes:  We have determined and provided the 
necessary environment for the safe operation of our processes. 
Monitoring and measuring resources: There are a number of monitoring methods used to 
verify conformity. For example, CSG use customer feedback to verify service conformity. 
Resources are allocated to ensure this data is gathered correctly (customer service 
advisors/telesales and Salesforce system), compliments are logged and complaints passed 
to depot managers/top management for investigation. 
Conformity of service through the treatment facilities is ensured through a number of 
processes and monitoring equipment. Staff are suitably trained and equipment regularly 
checked. Any non-conformances are passed to relevant managers/top management for 
investigation.   
Measurement traceability: We ensure that where monitoring and measuring devices are 
employed then appropriate controls are implemented to control their maintenance and 
calibration. Each site has specific monitoring and measurement requirements of specific 
equipment – maintenance and calibration of these devices is addressed in site specific 
manuals. 
Organisational knowledge: We ensure that the necessary skills and knowledge to identify 
process and realise expected outcomes and deliverables are determined by top 
management.  
CSG recruit suitable personnel to ensure the correct level of knowledge is employed. Job 
descriptions clearly state roles and responsibilities required for that function to operate 
effectively; regular appraisals are offered to all staff to evaluate operational effectiveness. 
Roles may require qualifications or previous knowledge/experience as a pre-requisite – the 
need for this is coordinated through the HR department. For example, a chemist is required 
to hold a formal qualification in chemistry; an accountant is expected to have an 
accountancy qualification. The only exception would be where CSG decide to elevate a 
current staff member and may consider providing formal training. 
Information relating to CSG is regularly communicated across The Group, including job 
openings and project updates. Any external information (for example legislation) is captured 
by compliance staff and forwarded to the Board of Directors, as appropriate. 
Regular meetings, attended by a Director, are held. These meetings include a “business 
update” or similar section where updates from across CSG are provided. Training matrices 
are available for all staff. CSG are IiP accredited.  
 
Doc References CM 1.03; CM 1.04; CM 1.05; CM 3.02; Site Manuals 
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7.2 (7.2) (7.2) Competence 
 
CSG ensure that all staff have the appropriate competence to undertake work with the 
company. Evidence of competence (copies of original certificates, for example) already held 
at the start of employment are retained within respective individual’s personnel files, and 
where employees subsequently gain further skills during the course of their employment, 
then this new evidence is copied and added to their file. 
 
Where equipment requires particular operator skills from the outset, the Company ensures 
staff have the minimum qualifications on engagement and trained as necessary to meet the 
specific needs. Continued staff competence is monitored annually and any training 
requirement as a result is considered by the Line Manager, Senior Manager and HR 
Manager for action. Any training commissioned is recorded and evaluated for effectiveness. 
 
Certain roles have competencies defined in law or other applicable guidance documents. 
Where this is specified – for example, the requirement for an HNC/HND chemist at a waste 
facility – CSG will ensure the appropriate qualifications have been acquired by the candidate 
prior to employment in that role.  
All waste facility staff are offered the opportunity to gain a Certificate of Technical 
Competence. There is no legal requirement for all staff to have this, so CSG may offer it on a 
voluntary basis depending on the nature of the role. 
CSG set out competence requirements for HGV drivers in the Drivers Handbook document, 
which is regularly reviewed by HR and H&S staff.  
 
H&S Competence requirements are outlined on job descriptions and further supported by 
individual training matrices. These are updated by management on a regular business in line 
with the changing needs of the business. 
 
Doc References CM 1.06; CM 2.07 and associated docs 
 
 
7.3 (7.3) (7.3) Awareness 
We ensure that persons doing work under our control are aware of our company policies, 
relevant objectives, their contribution to the effectiveness of our management system and 
the benefits of improved performance.  
 
Doc Reference CM 2.07; CM 4.07 and associated docs 
 
 
7.4 (7.4) (7.4) Communication 
We have determined company internal and external communication controls and protocols 
and ensure relevant criteria including what will be communicated, when to communicate, 
with whom to communicate, how to communicate and who will communicate. Such 
information is made available to interested parties as appropriate and as relevant to the 
nature of that information and data at the time. 
 
Doc References CM 1.02 F2; CM 2.13; CM 2.03 
 
7.5 (7.5) (7.5) Documented Information 
 
We have identified our core business processes which are the subject of documented 
procedures. These managerial controls provide operational consistency to enable us to 
achieve expected business outcomes.  
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The management system includes documented statements of business policies and 
objectives, this manual, documented procedures for the control and management of 
company processes and operations as and where appropriate. The company ensures it 
keeps abreast of current, relevant and applicable statutory and regulatory requirements 
through arrangements with specialist media communications and industry consultants. 
 
We have established and implemented a documented procedure for the control of records, 
which defines controls needed for the identification, storage, protection, retrieval, retention 
time and disposition of records.  
 
Doc References CM 1.14; CM 2.06 and associated docs; CM 2.20 and associated docs
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8 OPERATION 
 
8.1 (8.1) (8.1) Operation Planning and Control 
 
Processes needed to plan and control activities to meet customer requirements are subject to 
documented procedures where necessary and/or appropriate. Planning is carried out in line with 
our company policies and objectives ensuring suitable and sufficient resources both internal and 
external are available to realise these. Planning also makes provision for any changes that might 
come about during the realisation of requirements. Associated risks are identified and managed to 
reduce these to lowest acceptable levels. We monitor and measure deliverables to ensure outputs 
meet planned results and take action where necessary. As a result, we are confident that our 
processes are being carried out as planned. Consideration is given to end of life treatment and 
final disposal of products supplied. 
 
Doc References Company Manual; Site Specific Procedures 
 
 
8.2 Requirements for Products, Services, Emergency Preparedness & Response 
 
8.2.1 (8.1) Customer Communication 
 
We ensure that effective communication takes place with our customers through the 
implementation of our company policies and system procedures. Due consideration has been 
given to handling and controlling enquiries, orders, contracts and any associated changes to these, 
feedback and complaints. We ensure suitable consideration, care and control of customer property 
and ensure appropriate communication channels with our customers are maintained. 
For environmental and OH&S emergencies, the Company has a documented procedure to identify 
potential emergency situations and accidents. Through this, action will be taken to respond to such 
situations and if necessary prevent or mitigate any associated adverse environmental impacts. Top 
Management will test these procedures and review respective effectiveness on a regular basis. 
 
Doc References CM 2.13; Customer Feedback Survey; CM 6.01-08 
 
8.2.2 (8.1) Determining the Requirements for Products and Services 
 
Processes and procedures are in place and implemented to manage and control the identification 
and compliance of applicable statutory, regulatory or other requirements relating to both our 
business activities and associated deliverables. 
 
Doc References as highlighted in 8.1 and 8.2.1 above 
 
8.2.3 (8.1) Review of the Requirements for Products and Services 
 
Processes and procedures are in place and implemented to ensure suitable and sufficient 
compliance and conformity checks are carried out against customer, statutory and regulatory 
requirements, particularly in regard to service and post-service activities and which may not be 
stated by the customer but are necessary. Requirements are confirmed by the company before 
acceptance when the customer does not provide a documented statement of their requirements. 
Records will be maintained. 
 
Doc References as above 
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8.2.4 (8.1) Changes to Requirements for Products and Services   
 
Processes and procedures are in place and implemented to ensure control and management of 
changes to requirements. 
 
8.2.5 (8.2) (8.2) Emergency Preparedness and Response 
 
For environmental emergencies, the Company has a documented procedure to identify potential 
emergency situations and accidents. Through this, actions will be taken to respond to such 
situations and if necessary prevent or mitigate any associated adverse environmental impacts. Top 
Management will test these procedures and review its effectiveness on a regular basis. 
 
Doc References CM 2.21 
 
 
8.3 Design and Development of Products and Services 
 
This has been excluded from the scope of the CSG management system. 
 
 
8.4 (7.4.3) Control of Externally Provided Processes, Products & Services 
 
Externally provided resources, products and services are documented and where necessary 
uniquely identified and securely stored. Hard copies of any documentation may be filed for 
administrative purposes. All externally provided resources, products and services are verified and 
records maintained. All new suppliers are evaluated. External providers are evaluated and 
regularly reviewed by top management at least annually at the management review meeting.  
 
Doc References CM 5.02 and associated documents; CM 2.20; Management Review  
 
 
8.5 Product and Service Provision 
 
8.5.1 (8.1) Control of Product and Service Provision 
 
Processes necessary for CSG to carry out a robust service have been planned and developed and 
are consistent with other processes of the management system with consideration to the overall 
objectives, resourcing issues, service-specific requirements and the need for any records. The 
sequence and interaction of the CSG management system are depicted under 4.4 above. Planning 
is demonstrated by the existence of documented operating procedures. 
Records relating to the services provided, both hard copy and electronic, are subject to the 
documented procedure relating to the control of Documents, Records and Forms. 
 
All Company activities have been adequately evaluated to confirm that they do not impose any 
greater adverse impact on the environment and where achievable the impact is reduced. New 
contracts (or changes to contracts) will be reviewed as required for any environmental aspects and 
any legal and other requirements that may fall outside of those already acknowledged by the 
Company and records maintained. Activity method statements and associated risk assessments 
are carried out to minimise OH&S risks with records being maintained.  
 
Doc References Company Manual; Site Specific Procedures; Environmental Aspect Registers 
 
 
 
 



 

Page 19 of 21 

 

8.5.2 (8.1) Identification and Traceability 
 
Identification and traceability is achieved at all times through the Company’s controlling 
documentation. This includes unique reference numbers of packaged wastes (as required by 
environmental permits), on site tracking systems for all wastes, customer reference numbers and 
records required by all environmental and business legislation. 
 
8.5.3 (8.1) Property Belonging to Customers or External Providers 
 
There are few instances where physical property belonging to interested parties is left with CSG. 
CSG do collect intellectual property as part of our operations. Where the Company carries out work 
operations involving customer property, the Company ensures that such property including both 
intellectual and personal data is respected, protected and secured throughout. The Company 
ensures that any such property is appropriately identified. Any nonconforming product is reported 
to the client. 
Under GDPR, CSG have a nominated Data Protection Officer and Team to ensure intellectual 
property is managed appropriately and in line with these legal requirements. 
 
8.5.4 (8.1) Preservation 
 
The Company does not carry out many activities where preservation is required. However, CSG 
ensures that wastes are uniquely identifiable and ensures, through appropriate site level controls, 
that wastes can be traced from point of delivery to site to final treatment/recovery at a CSG or third 
party site. CSG conduct Duty of Care audits on outlet facilities to ensure such controls are in place. 
 
8.5.5 (8.1) Post Delivery Activities 
 
Where CSG’s service requires delivery of waste to a third party outlet, CSG technical staff carry 
out Duty of Care audits on those facilities to ensure legal compliance. These are conducted at 
suitable intervals and results stored. 
 
8.5.6 (8.1) Control of Changes 
 
Changes identified throughout this process are controlled. Changes, where required, will be 
evaluated, reviewed, validated and verified with records being maintained that include all 
associated actions. 
CSG have a management of change process, appropriate managers are involved in every change. 
Changes are logged and records/documents updated as necessary.  
 
 
8.6 (8.1; 10.2) Release of Products and Services 
 
All services provided by the Company are systematically monitored and measured to ensure they 
meet customer requirements and comply with Company procedures and legal requirements. Such 
methods include the retention and review of waste transfer notes and consignment notes, and the 
monitoring of processes involved in the treatment of wastes. Equipment is regularly inspected, 
maintained and calibrated as appropriate. Customer feedback in encouraged and results are 
monitored and evaluated, trends are highlighted and passed to top management for investigation. 
CSG internal audit programme provides further verification that services are being carried out at 
the required level.  
Operations that can have a significant environmental impact are similarly monitored and measured. 
Records are maintained as appropriate. 
 
Doc Reference CM 2.10; Management Review 
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8.7 (10.2) Control of Nonconforming Outputs 
 
The control of nonconformity and potential nonconformity in the Company is the subject of 
respective documented procedures which set out processes where such issues are processed with 
appropriate corrective action to prevent recurrence. 
 
Doc References CM 2.10; CM 2.09 
 
9. PERFORMANCE EVALUATION 
 
9.1 (9.1) (9.1) Monitoring, Measurement, Analysis and Evaluations 
 
9.1.1 General 
 
The company has determined what needs to be monitored and measured together with the 
methods for monitoring, measuring and analysing results, evaluating these results and 
implementing actions where necessary.  
 
9.1.2 Customer Satisfaction 
 
The Company informally measures Customer Satisfaction using feedback from customers via 
direct contact. This data is analysed and presented for review at management review meetings 
enabling improvements to be made. Any actions taken as a result may be reviewed at subsequent 
management review meetings. 
 
9.1.3 Analysis and Evaluation 
 
CSG collect data generated by monitoring activities and other relevant sources to demonstrate the 
suitability and effectiveness of the Management System and to evaluate where continual 
improvement can be made and instigate actions as appropriate (refer to section 9.3 below).  
 
H&S performance is monitored and measured through a CSG Dashboard system, prepared and 
maintained by the H&S team. This logs results of audits, site visits, accident statistics, investigation 
outcomes etc. CSG ensure this is maintained on a monthly basis.  
 
Doc Reference CM 2.10 F1; CSG Reporting Dashboard 
 
9.1.4 (9.2) (9.1.2) Evaluation of Compliance 
 
Procedures are in place to manage and control the evaluation of compliance. 
 
Doc References CM 2.10; Management Review 
 
9.2 (9.2) (9.2) Internal Audit 
 
The company audits its own activities at regular intervals, in compliance with the Internal Audit 
Programme. Internal auditing is subject to a documented procedure which sets out the process. 
The audits will be carried out by auditors deemed competent by CSG who will ensure that audits 
are completely impartial and objective. Audits results are reviewed at the management review 
meeting for any trends and to ensure that appropriate action is implemented and effective. 
 
Doc References CM 2.10; Audit Plans 
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9.3 (9.3) (9.3) Management Review 
 
Top Management will review the Company’s management system on an at least annual basis to 
ensure that the system continues to be suitable, adequate and effective. Minutes arising from 
these meetings will be used to demonstrate compliance to the requirements of this standard. 
 
10 IMPROVEMENT 
 
10.1 (10.1) (10.1) General 
 
CSG have defined, planned and implemented monitoring analysis and improvement processes to 
ensure that the management system, processes and products conform to requirements. The type, 
timing and frequency of monitoring and the requirements for records are defined. The effectiveness 
of measures implemented is periodically evaluated at the Management Review (refer to section 9.3 
above). 
 
 
10.2 (10.2) (10.2) Nonconformity and Corrective Action 
 
10.2.1 The control of nonconformity in the Company is the subject of a documented procedure 
which sets out processes where such issues are processed with appropriate corrective action to 
prevent recurrence. 
 
10.2.2 Nonconformities are formally documented where the nature and subsequent actions are 
recorded along with results of any corrective actions. There are subsequently reviewed by top 
management at management review for continued effectiveness. 
 
Doc Reference CM 2.10; CM 2.09 
 
10.2.3 (10.2) For environmental related emergencies, the Company has a documented procedure 
to identify potential situations and occurrences. Through this, actions will be taken to respond to 
such situations and if necessary prevent or mitigate any associated adverse environmental impacts 
or OH&S risks. Top management will test these procedures and review their effectiveness on a 
regular basis. 
 
Doc Reference CM 2.21 
 
10.2.4 (10.2) For occupational health & safety related incidents, the Company implements a 
documented procedure designed to capture, manage and control associated incidents and near 
misses that come about either to staff or other people who are affected by the Company’s activities 
and services. They will make an initial assessment of the incident; where there is need to report 
this will be done in line with legal requirements. Then a competent person, or team, depending on 
the nature of the incident will be nominated to carry out an investigation (refer to 10.2.2 above) and 
report back. 
 
Doc References – H&S Section of Company Manual 
 
10.3 (5.2; 6.2; 9.3; 10.3) (10.3) Continual Improvement 
 
We have defined, planned and implemented monitoring, analysis and improvement processes to 
ensure that the management system processes and services conform to requirements and are 
meeting expected outcomes. The type, timing and frequency of monitoring and the requirements 
for records are defined. The effectiveness of measures implemented is periodically evaluated at 
the management review meeting (refer to section 9.3 above). 

 


