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         Raising a Non Conformance Report on Multifreight 

Version:  2.1
Date:       20th March 2019
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The Non Conformance Reporting functionality within Multifreight has been successfully implemented to support the Quality Management System (ISO9001) to monitor and enable improvement within the TDL business.  Following the implementation of the Environmental Management System (ISO14001) and the Information Security Management System (ISO27001), the Multifreight NCR functionality has been adapted to enable EMS and ISMS non-conformance reporting within the TDL Freight Dashboard.

EMS and ISMS non-conformances will be reported under Non Job NCR’s, and the codes are details for reporting are under the section Non Job NCR’s. 
A Non Conformance Report (NCR) provides details of any problem issue or fail related to either a job or a TDL Process. There are two types of NCR, a Job NCR, and a Non Job NCR.
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For example, a Job NCR would record damage, discrepancies or any issue relating to a consignment’s shipment or its delivery.  The NCR records full details of the problem, and details all actions taken to resolve the problem, and any processes put in place to ensure the problem does not recur. A Non Job NCR would record any issue that is not specific to single job.  Examples would be; a business process (Standard Operating Procedures) that has not been adhered to causing an issue affecting the business or Customer; or action(s) taken that has legal ramifications (eg overweight trailer) or Health & Safety impacts.  An incident or action that a direct or adverse impact to the Environment Management System or the Information Security Management System eg, hazardous spillage due to accident or breakdown (EMS), or security breach (virus, non-approved access to network) adversely affecting the TDL operating systems (ISMS). Customer complaints are also registered and managed under Non Job NCR’s.
The NCR’s, both Job and Non Job, also allows the user to record the corrective action taken before it is closed. All NCR’s are reviewed on a weekly basis at the Management Meeting. The NCR’s allow the business to monitor its “OTIF” performance on a consolidated and per customer basis. 
Non-job NCRs are reviewed regularly:

· Quality Management System (9001) reviewed during the weekly Management Meetings and the quarterly ISO Management Team Meetings; and
· Environment Management System (14001) and Information Security Management System (27001) are reviewed quarterly as part of the ISO Management Review;
for evaluation review and opportunity for improvement.

The Department Managers and Supervisors are responsible to ensure NCR’s are raised in respect of their department and the Compliance Director is responsible to ensure the process is followed and the company’s aim is not to have NCR’s recur or impact performance again.
Raising NCR’s assists with the following:
· Monitor performance and highlight areas of improvement within our Business.

· Talk informatively to our customer and look towards improvements to assist with the working relationship.

· Review subcontractor performance so that we can improve performance which allows us to offer a better service.

It is important that NCRs are accurate and are not a personal reflection of a situation. For job related NCR’s, the details must contain answers to the five key questions, known as the 5 W’s:
1. who was at fault
2. what happened
3. where did it occur

4. when did it occur
5. why did it occur

The NCR will also allow the user to provide the “cost” implication related to the problem.

For Non Job NCR’s, this same premise should be applied where possible, highlighting the process to which the non-conformance is being applied.

Job NCR’s
In order to raise an NCR at the Job level, firstly select the appropriate job in the Job Grid.  Then press the icon [image: image3.png]


 found on the toolbar at the top of the screen as shown on screen shot below.
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When you select the icon you will be presented with the screen below – this screen will have a list of all the NCRs that have been raised on that job and their current status.
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You can choose the order of the columns to suit your personal preference. Click the move columns box and then move to the preferred position.
A job can have multiple NCR’s raised against it.  If you wish to close all NCR’s raised on the job in one go then simply press the close all button. However, when completing the “Close All” process, the user must ensure that corrective action details have been completed for all NCR’s listed.
To enter a Job NCR, you will need to press on the detail tab, screen shot below. Remember that the wording and how you describe an issue will eventually end up on an NCR report so make sure it makes sense and reads well.
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The detail screen will either show the latest NCR raised against the job, or will be a blank screen as below:
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Press New and the screen will activate. 
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Then complete the following information:

· Choose the Group who is at fault. 
· Choose the code of the fault, the description of the code will appear on the right of the box. 
· Choose the party that is at fault in the preset party types i.e. customer supplier
· Then in the box party at fault address code choose the address of the party at fault.

· Enter in the date of the issue/fail

· Enter the cost, if there is one but leave blank if no monetary consequences.

· The Tracking box will only be ticked by the Whitemoss supervisor /Operations supervisor, Credit Controller or Compliance Director. This tick will allow the customer to review the non conformance on their own portal webpage.

· Use the Problem box to record the details using the 5 W’s (previously referred to)
· Use the corrected box to detail the corrective action that was taken 
· If the NCR can be closed, enter a date in the closed box.  Otherwise press Save. 
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Updates can be made to the NCR by going back to the job and clicking on the NCR icon.  The NCR can be updated with final corrective actions taken.

NCR Job Group Codes

The valid Group Codes to be used are:
FRT – For Freight Jobs (used for both Whitemoss and Freight work)
CONTR – For TDL AKW Contracts jobs only
CUST – Customer Fails (used for both Whitemoss and Freight)
INVOI – Invoicing Queries (used for both Whitemoss and Freight)
SUPP – Supplier Fails (not widely used but available for both Whitemoss and Freight)
SHIP – This covers end-location fails, and is typically used for Whitemoss only

QMS – This code is used for non-job NCR’s detailed in the next section of this document.
Codes INT and OTHER are no longer used.

Within each Group Code, is a set of codes for that Group, providing further identification of the issue/problem being reported:
Group Code FRT – TDL Freight and Whitemoss - valid level 2 codes identifying the department/area of fault:

FRT1
IOM Transport
FRT2
UK Transport
FRT3
IOM Warehouse
FRT4
UK Warehouse
FRT5
IOM Admin
FRT6
UK Admin
FRT7
IOM Workshop
FRT8
UK Workshop
FRT9
Sales
FRT10
Suppliers & Sub-Contractors
FRT11  Operations & Compliance
Group Code CONTR – TDL AKW Contracts only - valid level 2 codes identifying the department/area of fault:

CINV
CONTRACT INVOICE QUERY

CTRA
CONTRACT TRANSPORT

CPLA
CONTRACT PLANNING ISSUE

CWAR
CONTRACT WAREHOUSE ISSUE

CCUS  
CONTRACT CUSTOMER ISSUE

CADM
CONTRACT ADMIN ISSUE

Group Code CUST – Freight and Whitemoss - valid level 2 codes identifying a Customer issue and the subject/area of fault:

WM1
Product Not Ready
WM2
Wrong Product Loaded
WM3
Incorrect instructions
WM4
Product Not Available
WM5
Loading Delays – Delivery Impacted/Rejected
WM6
End Location Not Expecting Delivery
WM7
Demurrage at Collection Point
WM8
Damaged/Short/Missing
WM9
Customer Amended/Cancelled Load – Add. Charges
Group Code INVOI – TDL Freight and Whitemoss Invoice Query - valid level 2 codes identifying the invoicing area of fault:

IQ1
Overcharge

IQ2
Wrong Customer Invoiced

IQ3
Description on Invoice Query
Group Code SUPP – Freight and Whitemoss (but not widely used) - valid level 2 codes identifying a Supplier issue (resulting in Re-books)  and the subject/area of fault:

RB1
Product Not Available /Wrong Product

RB2
Haulier Let Down/Vehicle Breakdown

RB3
Incorrect Delivery Instructions

RB4
Rejected Load – Quantity Issues

RB5
Unavailable Resource

RB6
Haulier Not Available – Short Notice on Order

RB7
End Location Restrictions – Delivery Times

RB8
End Location Order/Date Error - Rejected

RB9
Tipping Delays

RB10
Late Arrival and No Flexibility to Change times

RB11
Loading Delay which Impacted on Booking time

RB12
Agency Drivers

RB13 
Steam Packet Damage

Group Code SHIP – For end location fails and typically used for Whitemoss - valid level 2 codes identifying a subject/area of fault:

EL1
Unable to Unload/Technical Issues
EL2
Rejected Load through Overbooking Product
EL3
End Location Load Rejected/Not Expected - Incorrect Delivery Instructions

EL4
Demurrage/Tipping Delays
MISC
Miscellaneous
NCR Job Responsibilities:

Owner – the NCR owner is the person who has identified the problem.  The NCR owner is responsible for entering all required information, both relating to the problem and the corrective action being taken. 
Corrective action should typically include details of what action was taken to resolve the issue and what the customer’s reaction was to the NCR.  

Where applicable, to ensure that the problem does not recur, the preventative action should be ascertained and communicated to the relevant teams by the owner. In some cases the preventative action may need to be discussed at the freight performance meeting to understand and agree input by other company members.
Closure responsibility – Once the corrective action has been updated, the Owner advises the Department Manager/Supervisor, that the NCR can be closed.  The Manager/Supervisor must review and be satisfied that all required data has been captured before closing the NCR.

Weekly Freight Performance Review – The Freight Performance Review team members will complete a review of all NCR’s on a weekly basis to ensure appropriate actions have been taken, or put in place, with regards to the circumstances of each NCR.
Non Job NCR’s
A Non Job NCR relates to a TDL Process or business activity rather than a specific job.  The “non-conformance” can be a process/activity that has failed or not been adhered to, which has created an issue or required exceptional action to be taken to resolve.

The areas covered under the Non Job NCR’s are:
· Suppliers – eg Agency Drivers, Sub-Contractors, etc.  This will enable Supplier performance to be monitored and action taken as appropriate.  Examples are: issues with agency drivers, sub-contractors not completing instructions, suppliers not providing required services etc.
· Legal – an issue that can have legal implications, for example, overweight trailers, overdue vehicle taxation, etc.
· Health and Safety.  This will typically cover any issue or complaint relating to health and safety compliance. 
· Insurance – all accidents or potential insurance claims reported will be entered as non-job NCR’s by Yvonne Byron.  These will be split into the following three categories: Motor, Personal and Property. (Goods in Transit claims will be raised against their related jobs.)
· Compliance – covering business process requirements, eg, raising of P.O.’s.
· Equipment – reporting issues with equipment, eg FLT’s, Fridges, etc.
· Customer Complaints – detailing all job and non-job related complaints and their resolution.  (A complaint relating to a specific job, must also be added as a non-job NCR to support tracking and resolution.)
· Environmental Management System – detailing any and all “incidents” relating to or impacting the TDL Environmental Management System, eg spillages (both on-site and outside of depot), incorrect disposal of waste products, eg waste oil, metals, office waste etc.
· Information Security Management System- details any and all “incidents relating to or impacting the TDL Infosec Management System, eg virus threats due to unsecured internet access, allowing non-approved personnel into building (tailgating) etc.
Currently, as both EMS and ISMS are in their first year of deployment, all non-job NCR’s will be logged under the two high-level codes, EMS and ISMS.  As both systems mature over the next 12 months, a series of level 2 codes may be deployed based on the first year’s review results.

To create a non-job NCR, these are entered via the NCR Reports under the Reports menu option:
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On selecting this option, you will be prompted for the Department code.  Enter FRT and click OK. The NCR Reports main screen will default to the list of job related NCR’s, the Job List tab:
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To view the Non Job NCR’s – click on the Non Job tab.   This will display a list of all non job NCR’s.
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To create a new non-job NCR, click on the Maintain tab, and then click on the New button:
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For non job NCR’s, there are three Group codes which relate to the three Management Systems:

QMS – Quality Management System

EMS – Environmental Management System

ISMS – Information Security Management System

For the QMS (Quality Management System) Group code, the level 2 codes available are:
COMPL – Business Process related NCR’s

LEGAL – NCR Issues that have legal implications

SUPPL – NCR’s related to Supplier Performance Issues

H&S – Health and Safety Non Compliance issues

INSUR – Issues/claims relating to Motor, Personal or Property Insurance 
EQUIP –  Issues relating to equipment, eg  Fridges, FLT’s, etc

CMPLT- Customer complaints (job or not job related)
DRINF - Driver Infringements- Issues regarding driving hours, drivers break, WTD, Speeding – includes Tachograph infringements and domestic driving hours 
For the EMS (Environmental Management System) and the ISMS (Information Security Management System) Group codes, all non-job NCR’s are to be raised under these top level codes for the time being.  

Then complete the following elements:

· Enter the address code to which the NCR applies (this can be a depot address code or supplier code).

· Choose the party that is at fault

· Then in the box party at fault address code choose the address of the party at fault.

· Enter in the date of the issue/fail

· Enter the cost, if there is one but leave blank if no monetary consequences.

· Use the Problem box to record the details.

· Use the corrected box to detail the corrective and preventative action that was taken 

· If the NCR can be closed, enter a date in the closed box.  Otherwise press Save. 
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Updates can be made to the NCR by going back to the non-job entry, and clicking the Update button.  The NCR can be updated with final corrective and preventative actions taken.

NCR Job Responsibilities:

Owner – the non-job NCR owner is the person who has identified the problem.  The owner is responsible for entering all required information relating to issue.  The Owner will typically be the Department Head (Manager/Supervisor) to which the issue relates.

Investigating responsibility:

QMS – The UK Compliance Manager will be responsible for investigating the issue/incident, and updating with corrective and preventative action before closing the NCR.  This may be a current process that requires change, or a new process requiring supporting structure/hardware.  

EMS – The Freight Manager (designated TDL EMS Officer) will be responsible for investigating the issue/incident, and updating with corrective and preventative action before closing the NCR.  This may be a current process that requires change, or a new process requiring supporting structure/process/resource.  

ISMS – The Compliance Director (designated TDL ISMS Officer) will be responsible for investigating the issue/incident, and updating with corrective and preventative action before closing the NCR.  The Compliance Director will also determine whether this is TDL specific or whether the issue/incident needs to be raised with the Group IT Manager relating to a current process that requires change, or a new process requiring supporting structure/process/hardware.  

Management Reviews:

Weekly Freight Performance Review – The UK Compliance Manager will provide weekly reports to the Compliance Director for review at the Freight Performance Review Meeting for all QMS related non-job NCRs.
Monthly Management Review - The Administration Supervisor will provide a monthly report to all Department Managers that will demonstrate trends and highlight the departments that have the most NCR’s raised against them. The Administration Supervisor is responsible for the analysing and review of all NCR’s corrective and preventative actions. The Administration Supervisor will provide an update in the Freight performance meeting on a Monthly basis.

Quarterly Management Reviews: Project Support will produce and distribute a quarterly Dashboard/non-job NCR report covering both EMS and ISMS to the Compliance Director and Freight Manager for review prior to the Management Review.  Solutions and Preventative measures implemented following all incidents recorded should be reviewed to enable recommendations to be provided at the Management Review as appropriate.  
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