
 

 

Quality Assurance Policy 

Introduction: The purpose of this policy is to outline the principles, processes, and 

procedures that ensure the quality of our services, and processes. It establishes a 

framework for continuous improvement and sets expectations for quality 

performance. 

Scope: This policy applies to all employees, contractors, and third-party providers 

who contribute to the development, delivery, and maintenance of our services, and 

processes. 

Quality Principles: Our quality assurance program is based on the following 

principles: 

1. Customer focus - We prioritize our customers' needs and requirements, and 

strive to exceed their expectations. 

2. Continuous improvement - We continuously strive to improve the quality of 

our services, and processes. 

3. Evidence-based decision-making - We use data, facts, and analysis to make 

informed decisions about quality. 

4. Collaboration - We encourage collaboration and teamwork across 

departments and functions to achieve common quality goals. 

5. Compliance - We comply with applicable laws, regulations, and industry 

standards, as well as our own internal standards and procedures. 

Quality Processes: The following processes are critical to our quality assurance 

program: 

1. Requirements gathering and analysis - We identify, document, and prioritize 

customer requirements, and use them to guide the development and delivery 

of our services. 



 

2. Design and development - We use a systematic approach to design and 

development, and conduct thorough testing and verification to ensure the 

quality of our services. 

3. Quality control - We inspect and test our services during and after 

development to ensure they meet our quality standards. 

4. Configuration management - We establish and maintain a clear and complete 

record of the configuration of our services, and use this information to 

manage changes and track quality over time. 

5. Problem resolution - We have a process in place to identify, report, and 

resolve quality problems, and to prevent their reoccurrence in the future. 

6. Continuous improvement - We collect and analyse quality data, and use it to 

identify opportunities for improvement and to drive continuous improvement 

in our services, and processes. 

Quality Metrics: We track and report on the following metrics to monitor and 

improve our quality performance: 

1. Customer satisfaction - We measure customer satisfaction through regular 

surveys, and use the results to identify areas for improvement. 

2. Defect density - We measure the number of defects per unit of work, and use 

this information to identify areas where we need to improve the quality of our 

services. 

3. Cycle time - We measure the time it takes to complete a cycle of work, and 

use this information to identify opportunities to improve efficiency and 

productivity. 

4. Compliance rate - We measure our compliance with applicable laws, 

regulations, and industry standards, and use this information to identify areas 

where we need to improve our compliance processes. 

Quality Responsibilities: All employees, contractors, and third-party providers have a 

responsibility to: 

1. Adhere to this Quality Assurance Policy and all related procedures and 

standards. 

2. Report any quality problems, issues, or deviations from established 

procedures and standards. 

3. Participate in continuous improvement initiatives and provide feedback on 

quality issues and opportunities for improvement. 

4. Complete all required quality training and maintain their knowledge of quality 

standards and procedures. 

 

 



 

Quality Management: The quality management team is responsible for: 

1. Establishing and maintaining this Quality Assurance Policy and related 

procedures and standards. 

2. Overseeing the implementation of the quality assurance program, including 

the processes and metrics described above. 

3. Conducting regular audits and assessments to monitor compliance with this 

policy and related procedures.  

4. 4. Analysing quality data and using it to drive continuous improvement. 

5. Providing guidance, training, and support to all employees, contractors, and 

third-party providers on quality standards and procedures. 

6. Communicating quality performance to senior management and other 

stakeholders. 

Conclusion: This Quality Assurance Policy provides a framework for ensuring the 

quality of our services, and processes. By adhering to these principles, processes, and 

procedures, we can ensure that we consistently meet our customers' needs and 

expectations and deliver high-quality services. This policy will be reviewed and 

updated periodically to ensure that it remains relevant and effective in meeting our 

quality goals and objectives. 

 
 


