Quality Management System (QMS) Manual

Black Reiver Consulting

1. Introduction

Black Reiver Consulting is committed to delivering high-quality training and consultancy services to our clients. Our
Quality Management System (QMS) is designed to ensure that our operations consistently meet or exceed client
expectations, adhere to industry standards, and drive continuous improvement. This QMS Manual outlines the
framework, processes, and procedures that govern our quality management approach.

2. Scope

This QMS applies to all activities and functions within Black Reiver Consulting related to the design, development,
delivery, and evaluation of training and consultancy services. It encompasses the entire lifecycle of our services, from
client engagement and needs assessment to post-service evaluation and feedback.

3. Quality Policy

Our Quality Policy serves as the foundation of our QMS, emphasising our commitment to excellence, client
satisfaction, continuous improvement, and adherence to standards and ethical conduct.

4. Organisational Structure

Black Reiver Consulting's organisational structure supports the implementation and maintenance of our QMS. Key
roles and responsibilities related to quality management are defined, including:

- Quality Manager: Responsible for overseeing the development, implementation, and maintenance of the QMS.

- Department Heads: Responsible for ensuring compliance with quality standards and procedures within their
respective departments.

- Trainers and Consultants: Responsible for delivering services in accordance with established quality standards and
client requirements.

- Support Staff: Provide assistance and support to ensure the effective operation of the QMS.

5. Document Control

Our Document Control procedures ensure the effective management of documents and records related to the QMS.
This includes:

- Document Identification: All documents relevant to the QMS are identified, reviewed, approved, and periodically
reviewed for relevance and effectiveness.



- Document Distribution: Documents are distributed to relevant personnel in a timely manner to ensure access to up-
to-date information.

- Document Revision Control: Changes to documents are managed through a controlled process to maintain
document integrity and traceability.

6. Training and Competence
We ensure that our personnel are competent to perform their roles effectively through:
- Training Needs Analysis: Identifying training needs based on job roles, responsibilities, and skill requirements.

- Training Program Development: Developing and delivering training programs to enhance the knowledge, skills, and
competencies of our personnel.

- Competence Assessment: Assessing the competence of personnel through evaluations, performance reviews, and
feedback mechanisms.

7. Service Delivery
Our service delivery processes ensure that client requirements are understood, met, and exceeded. This includes:
- Client Engagement; Engaging with clients to understand their needs, expectations, and objectives.

- Service Design and Development: Design and develop training and consultancy solutions tailored to client
requirements.

- Service Delivery: Delivering services in accordance with agreed-upon specifications, timelines, and quality
standards.

- Service Evaluation: Evaluating service delivery outcomes and soliciting feedback from clients to identify areas for
improvement.

8. Monitoring and Measurement
We monitor and measure the performance of our QMS through:

- Key Performance Indicators (KPIs): Tracking relevant KPIs to assess the effectiveness, efficiency, and performance
of our operations.

- Internal Audits: Conducting regular internal audits to evaluate compliance with QMS requirements and identify
opportunities for improvement.

- Management Reviews: Reviewing QMS performance data and audit results to identify trends, areas for
improvement, and strategic opportunities.

9. Continuous Improvement
Continuous improvement is ingrained in our culture and processes through:

- Corrective and Preventive Actions (CAPA): Implementing CAPA processes to address non-conformities, prevent
recurrence, and drive improvement.

- Lessons Learned: Capturing lessons learned from projects, audits, and reviews to inform future decision-making
and process improvements.



- Innovation: Encouraging innovation and creativity to develop new approaches, methodologies, and solutions that
add value to our clients and stakeholders.

10. Conclusion

Black Reiver Consulting is committed to the principles of quality management, client satisfaction, and continuous
improvement. Our QMS provides the framework and processes necessary to achieve these objectives and deliver
exceptional training and consultancy services to our clients.
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This manual provides a comprehensive overview of the QMS at Black Reiver Consulting and serves as a reference
guide for all personnel involved in quality management activities.



