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Chapter 1 Quality System Profile and 
Rationale 

  1.1 Introduction 

 
The rationale of this project proposal is based on the idea that existing 
products and services can be expanded or repositioned through tourism 
marketing to serve the health and wellness interests of residents and 
travellers, and since in recent years H&W is assuming an increasing 
importance, because of the increased level of wealth and the attention of 
citizens to their physical and psychological status, the aim of the quality 
manual is to explore to what extent this project contributed to the 
development of the H&W sector in mountainous areas. 

The Quality Manual applies to all activities, processes and operations of the 
system. The Quality System of operators and services will be fully documented 
and structured in 3 levels:  

Level 1: Quality Manual  

This document will detail the corporate quality policy and structure of the 
project and references appropriate and address all quality system elements.  

Level 2: Quality Management System  

This part will describe the actual process, procedures and controls applied, to 
all activities concerned with the attainment of a quality assured contracting 
service. It will define the quality standards to be used, explain how quality 
requirements will be met, guide the implementation of the quality system and 
serve as a stable definition of our quality system. 
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Level 3: Evaluation 

This section will identify discrepancies of the Quality Manual and propose 
methods and ways of resolution, control and maintenance of the Quality 
System, internal audits and change controls. 

1.2 Scope and Policy Objectives 

 Define Quality System Aim and Scope 

The aim of the Quality System is to review and asses the success of the 
SHINING Mountains’ project, to define specific managerial tools for the 
strategic planning and management of H&W in mountain territories. Another 
subject the quality manual will adress is whether the operative tools used, 
allowed for the concrete implementation of H&W activities and whether they 
were applied to pilot areas, which were the former partners of a Cadses 
transnational circuit of “high quality Wellness and Health destinations”. 
 
The scope of this Manual includes applicable elements involving: 

• the design, construction, and operation of a viable tourist sector in the 
regions involved/participating in the project 

• the collection, evaluation, and use of environmental data 
 
Environmental data are critical inputs to decisions involving the protection of 
the public and the promotion of an alternative tourism mentality. 
 
 

1.3 Incorporating H&W into Tourism 

 
A definition of health and wellness tourism in the context of the SHINING 
Mountains would center on activities such as learning about self-care and 
other health and wellness enhancing practices, outdoor pursuits, or lifestyle 
changing features that would enable a person to increase their access to 
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information and knowledge about H&W and provide them with an 
opportunity to familiarize with alternative tourism which is thought to 
enhance their physical, psychological, emotional and spiritual well-being. 
 
Today’s health and wellness programs are responding to the rapidly growing 
consumer demands for experiential tourism products that include fitness level 
improvement; for healthy lifestyle education; for nutritional counseling; for 
healing; for preventive medicine, and for holistic, naturopathic, alternative or 
alternative/unconventional medicinal practices and therapies. 
 
Current trends towards “health and wellness” in Western society are actively 
promoting values that emphasize a proactive approach where individuals 
improve and maintain personal well being through a variety of services and 
activities. 
 
Themes that resonate with the project’s environment and tourism structure 
include activities that are best carried out in serene and authentic wilderness 
environments, and in historical and heritage settings, or where there is an 
opportunity to discover the spirituality of aboriginal cultures. 
 
A well-planned Health and Wellness tourism sector can provide various 
benefits to other economic and public service sectors such as health and 
wellness and education. For example, one of the incidental community 
benefits of H&W programs and services is that they can contribute to the 
maintenance and improvement of public health and educational facilities by 
providing additional sources of revenue to help cover their operating costs, or 
to be invested in their upgrading or diversifying the types of programming 
offered. 
 
A number of more specific objectives related to this project include providing 
support to the: 

• Development of a definition of H&W in the SHINING mountains project 
context. 
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• Development of Health and Wellness tourism products and services 
that is consistent with market trends, and the capacity of the regions to 
service selected niches within these trends. 

• Packaging of existing and new Health and Wellness tourism products 
and services. 

• Sharing of information among individuals, businesses, governments, 
nongovernmental organizations in the tourism and Health and 
Wellness sectors, along with other potential stakeholders and 
interested bodies. 

 
With regards to Tourism every Quality System should consider: 
 

• Physical investments (information centers, tourist accommodation, 
catering, facilities) 

• Non-physical investments (development and provision of tourist 
services, sporting, cultural and leisure activities, heritage) 

• Shared services for the tourism industry (including promotional 
activities, networking, conferences and trade fairs) 

• Tourism-specific vocational training 
• Diversification of agricultural activities and activities close to 

agriculture, to provide multiple activities or alternative incomes 
• Encouragement for tourist activities 
• Renovation and development of villages and protection and 

conservation of the rural heritage 
• Development and improvement of infrastructure connected with the 

development of agriculture 
 
 
This Manual contains sufficient information for quality management functions 
and activities necessary to support and develop existing procedures and 
produce innovative services to satisfy the requirements of 
customer/beneficiaries giving special focus on: 
 

• local authorities (Regions, municipalities, mountain communities, parks)  

• regional or local development agencies 
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• businesses and private operators;  

• tourists and tourism organisations;  

• healthcare organisations and patients; sporty and environmental 
associations; 

• research centers and researchers interested in management of rural 
development 
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Chapter 2 Quality System Planning 
Approach 
 

2.1 Industry standards and codes of ethics 

Discussions that surround standards, codes of ethics, best practices and 
benchmarking activities in the health and wellness tourism sector to date are 
primarily focused on service delivery environments and issues that stem from 
hotel, traditional accommodation and spa type facilities. Nonetheless, these 
discussions provide important information about the general 
(national/international) context within which standards, codes of ethics and 
best practices are being considered for in this industry. 
 
 

2.1.1 Best practices 
 
In the H&W sector best practice areas, encompassing quality provisions can 
be categorized as follows: 
 

• Levels of service 
• Levels of facility development 
• Levels of packaging 
• Levels of market development 
• Levels of profitability 

 
Additionally, surveys of the H&W literature highlight a few best practice areas 
that complement those identified above. They include: 
 Eco-awareness: Environmental attitudes are reflected in the values and 
practices that surround physical, emotional, psychological and spiritual well 
being. 
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Therefore, the health of the environment should be a priority. This best 
practice could prove to be especially important given the wilderness and 
natural setting that most, if not all, H&W products and services are or will be 
delivered in. 
_ Meals should be healthy and nutritious, and meal plan options should be 
made available to guests. 
_ clearly indicated options for spa treatments and services delivery, i.e., 
indicate if treatments can be delivered by male or female therapists, and 
provide options for clients to select their preferences where possible. 
_ clearly stated policies on children, smoking, facilities and conduct in general. 
 

2.1.2 Benchmarking 

Benchmarking is one of the new vogue subjects, along with a raft of quality 
related initiatives. "Examining" others is a world away from really learning how 
they achieved the improvement and since improvement is a never ending 
journey, benchmarking is one of the most effective means to identify 
improvements which can make a significant difference to the project and 
determine its success.  

Most importantly, if we are to perpetuate an improvement process it must be 
recognized as successful, then it is necessary to work within "the art of the 
possible". This means to exploit and expand the inherent capacities and 
capabilities of mountainous areas and work with the people involved in their 
natural environment (empowerment). 

2.1.2.1 How to identify a suitable activity to benchmark? 

As with all improvement activities, it is better to start with a known problem 
area that is able to be defined or an activity where improvement will provide 
maximum benefit. We can not really grasp an intangible goal, what we seek is 
palpable results. We may not be able to see the need for improvement by 
looking internally, on the contrary we need to look for opportunities in the 
widest context, e.g. how can these mountains become Wellness and Health 
High Quality Destinations?  
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In order to gather the information required we need to:  
 
i) Draft both quantity and quality questionnaires with all of the information we 
want to obtain.  
Phrasing the questions to gain maximum comparative information is 
imperative (as you we want to compare the outcome from a number of 
partners). Absolute values are meaningless without all of the supporting 
details. Examples of useful questions are:  
 

• Open questions - How, Where, When, Who, What  
• Scaled Answers - very important, important or not important  

 
ii) Review the questionnaire with a team of others and produce results 
 
 

2.2 Quality System Rationale  

As the project operates in accordance to a standard type and range of 
services, customer/beneficiary satisfaction and quality are achieved by 
operation in accordance with the documented quality system. Specific 
customer/beneficiary requirements are identified and documented during the 
contract review process, allowing these requirements to be communicated 
and achieved, ensuring satisfaction of all customers declared needs. 

In order to develop a quality system, a foundation must be established to 
support this decision. These foundation elements answer three questions:  

• To what will the quality system apply?  
• Which requirements will you meet?  
• How will you manage the documents needed for, or created by, the 

quality/work system? 

 
The Quality System will provide a basis for planning, implementing, 
documenting and assessing an effective quality plan for collecting and 
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evaluating environmental data for decisions and for use in the design, 
construction and operation of the Health and Wellness activities. 
 
By invoking this Quality System as the basis for its internal function, the circuit 
of operators and services recognizes that H&W are diverse and impact many 
constituencies, including international, state, government, regional and local 
actors. SHINNING Mountains project realizes that a uniform, consistent set of 
quality management criteria are essential to assure effective, long-lasting 
outcomes for the Government, regional authorities and the industry alike. 
 

This Quality System focuses first on the effectiveness of meeting requirements, 
but also on efficiency. The project aims at successfully developing H&W 
regional strategies facilitating knowledge transfer related to capacity building 
and institutional strengthening at both the level of the selected mountainous 
areas and at the level of the national institutions.  

The first step should be to identify where the requirements come from. A 
quality system focuses first on the effectiveness of meeting requirements, but 
may also focus on efficiency. 

In order to surpass all concerns related to Project Design, there is a need to 
strengthen all activities for replication and transfer of lessons from the 
Project’s achievements to other beneficiaries and stakeholders within the 
countries as well as outside. These can be related to the absence of any 
specific transfer and replication mechanism or linkages, and the fact that the 
Project is constrained by its modality and topographical limitations. 
 
 

2.2.1 Quality Elements 
 
The Quality System provides requirements for the conduct of quality 
management practices, including quality assurance (QA) and quality control 
(QC) activities, for all related data collection and H&W technology innovation 
activities.  
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The primary goal of the quality system is to ensure that H&W programs and 
decisions are supported by data of the type and quality needed and expected 
for their intended use, and that decisions involving the design, construction, 
and operation of H&W sector are supported by appropriate quality assured 
standards and practices.  
 
H&W data are any measurements or information that describes relevant 
processes or conditions, or the performance of H&W actions. For the specific 
project, H&W data include information collected directly from measurements, 
produced from models, and compiled from other sources such as data bases 
or the literature. 
 
Quality systems encompass the management and technical activities 
necessary to plan and assess the effectiveness of quality operations and 
implement and evaluate the quality system for the work to be performed as 
part of its mission. 
 
Quality System is comprised of requirement documents which contain 
mandatory, minimum specifications or procedures for use by 
organizations/enterprises that must comply with general European standards, 
usually invoked through regulations, as well as, guidance documents, 
containing non-mandatory guidelines for use by the organizations in 
implementing quality management practices or QA and QC activities and 
providing suggestions on how to act in accordance with best ways of practice 
determined by the EU and how to meet specifications. 
 
The process of developing and constantly updating the manual provides an 
opportunity for every constituent to review and clarify roles and 
responsibilities, to address problem areas, and to acknowledge successes. 
Having an accurate manual at all times is an essential element in every quality 
system. Changes in quality policy and procedures shall be documented in a 
timely fashion by revisions in the manual.  
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2.2.2 General Content Requirements 
 
The quality assurance policy must provide sufficient detail to demonstrate 
that: 
 

• the project technical and quality objectives  are identified; 
• the intended measurements or data acquisition methods are 

appropriate for achieving project objectives; 
• assessment procedures are sufficient for confirming that data of the 

type and quality needed and expected are obtained; and 
• Any limitations on the use of the data can be identified and 

documented. 
 

In order to be effective, the quality manual must specify the level or degree of 
QA and QC activities needed for the particular H&W operations. The QA and 
QC technical requirements of a project should commensurate with: 
 

• The purpose of the H&W data collection (e.g., enforcement action, 
research and development), 

• The type of work to be done (e.g., monitoring, site characterization, 
bench level proof of concept), and 

• How the results shall be used (e.g., regulatory enforcement, permit 
approval). 

 
 

2.3 Quality Evaluation Criteria  

 
In order to determine how well the test plan meets the criteria, heuristics are 
used. These criteria relate to how well the test plan performs its functions. In 
order to complete the evaluation test we must examine criteria that relate to: 
  

• Attainment of the identified goals  
• Cost effectiveness  
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• Usefulness.  
• Accuracy.  
• Efficiency. 
• Effectiveness   
• Adaptability. 
• Clarity. 
• Usability. 
• Compliance.  
• Foundation.  
• Feasibility 
• Diffusion  
• Participant Satisfaction 
• Remedial Action 

 
It is the responsibility of the circuit to ensure that the sequence and 
interaction of processes or activities of this Quality System are determined in a 
suitable manner, utilizing tools such as process maps, quality plans, flow 
charts, operating procedures, etc.  
 
Moreover, the circuit is also responsible to apply the necessary techniques and 
criteria in order to verify that established processes/activities and their 
implemented controls are effective.  
 
It is also very important to ensure that the necessary human and material 
resources, as well as the necessary information, are available to ensure the 
effective operation and control of the processes of the Quality System.  
As a minimum, the following inputs are to be considered from the circuit, 
during the year of project performance:  

 
• Performance of production processes, product conformity, including 

performance trends  
• Status and effectiveness of corrective and preventive actions  
• Follow-up actions from previous management reviews  
• Planned changes that could affect the Quality Management System  
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• Assessment of improvement opportunities and recommendations for 
improvements  

• Availability and effectiveness of internal and external information within 
the consortium, at all levels  

• Human resources, training and staffing requirements  
• Availability of material resources  
• Effectiveness of quality planning (quality system, design/development 

of products and processes)  
• Achievement of consortium’s quality objectives  
• Effectiveness of continual improvement activities of project’s products, 

processes, and Quality Management System  
• Results of internal and external audits of the quality system  
• Statistical results of operational performance, based on the analysis of 

collected data 
 
 

2.4 Manual’s Composition  

 
The manual must be composed of standardized, recognizable components 
covering the entire project from planning, through implementation, to 
assessment. The elements that follow are presented in an order and have been 
arranged for convenience into four general groups. The four groups of 
elements and their intent are summarized as follows and will be explained in 
the following chapters: 
 

1. Project Management - These elements cover the basic area of project 
management, including the project history, project objectives, and roles 
and responsibilities of the participants. These elements document that 
the project has a defined goal and that the participants understand the 
goal and the approach to be used. 

2. Data Management and Quality of Information- These elements 
cover all aspects of measurement systems design and implementation, 
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ensuring that appropriate methods for sampling, analysis, data 
handling, and QC are employed and are properly documented. 

3. Assessment/Review Output and Validation - These elements address 
the activities for assessing the effectiveness of the implementation of 
the project and associated QA and QC activities. The purpose of 
assessment is to ensure that the quality policy is implemented as 
prescribed. 
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Chapter 3 Project Management 
 

3.1 General Requirements 

 
SHINING Mountains has developed a Quality Management System that meets 
the requirements of H&W sector and supports the project’s Quality Policy and 
objectives. This system delineates all of the processes necessary for a directed 
process approach that will: 
 

• Identify system processes and their application within the project. 
• Provide for development of sequential/interactive processes within the 

system that are adequately communicated throughout the project life 
cycle for their implementation. 

• Describe those criteria and methods that define areas of responsibility 
to ensure effective: operation, control and continual improvement of 
the system. 

• Ensure resources and information is made available to support 
operation and monitoring of the system.  

• Monitor measure and analyze the system to implement: action 
necessary to achieve planned results and continual improvement of 
these processes. 

 
The adoption of a quality management system should be a strategic decision 
for a project. The design and implementation of a project's quality 
management system is influenced by varying needs, particular objectives, the 
services provided, the processes employed and the size and structure of the 
partnership consortium.  
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The quality management system requirements specified in this standard are 
complementary to requirements for services.  
 
This manual can also be used by internal and external parties, including 
certification bodies, to assess the project's ability to meet customer, regulatory 
and the project's own requirements. 
 
 

3.1.1 Management Objectives 
 
The quality policy is a management tool that should be appropriately tailored 
and adjusted to the needs and mission of the project. It must be sufficiently 
inclusive, explicit, and readable to enable all participating parties understand 
the priorities, the established quality policies and procedures, and their 
respective roles in quality assurance.  
 
The manual must be constructed and written so that an assessment of its 
effectiveness following implementation can be made. This enables partners in 
the circuit to determine whether or not the quality system is being 
implemented in a way that ensures successful results in the H&W sector. It 
should focus on the processes used to plan, implement, document, and assess 
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the objectives to which it is applied. The level of detail should be based on a 
common sense, graded approach that establishes quality requirements 
commensurate with the importance of the work, the available resources, and 
the unique needs of the regions. 
 
Quality manual shall be tailored to individual requirements and modified as 
the requirements change. This chapter describes the quality management 
practices which are normally considered to be critical to an effective quality 
system. Each participating organization shall evaluate these key elements to 
see if they are applicable to its quality system. Where a particular element is 
not relevant, a brief explanation of why it is not relevant shall be provided. In 
the case it is determined that additional quality management elements are 
useful or necessary for an adequate quality system; these elements shall be 
developed and discussed. 
 
Management ensures that measurable objectives concerning H&W, set for the 
project, help maintain a focus on the customer as key to the success of their 
service provision.  
 
 

3.1.2 Management Commitment 
 
The circuit is committed to implementing the quality management system and 
continually improving its effectiveness to the satisfaction of stakeholders, 
collaborating bodies and other interested parties. 
 
Management commitment is evidenced in the quality policy, communicating 
to the organization the importance of meeting customer as well as statutory 
and regulatory requirements, establishing the quality objectives in support of 
the quality policy, ensuring that the objectives are met, conducting regular 
management review and providing resources in meeting these objectives. 
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3.1.3 Process approach 
 

This manual promotes the adoption of a process approach when developing, 
implementing and improving the effectiveness of a quality management 
system, to enhance target group’s satisfaction by meeting the defined 
requirements. 
 
For a project to perform and function effectively, it has to identify and manage 
numerous linked activities. An activity using resources, and managed in order 
to enable the transformation of inputs into outputs, can be considered as a 
process. Often the output from one process directly forms the input to the 
next. 
 
The application of a system of processes within an organization, together with 
the identification and interactions of these processes, and their management, 
can be referred to as the "process approach". 
 
An advantage of the process approach is the ongoing control that it provides 
over the linkage between the individual processes within the system of 
processes, as well as over their combination and interaction. 
 
When used within a quality management system, such an approach 
emphasizes the importance of 
 

• Understanding and fulfilling requirements, 
• The need to consider processes in terms of added value, 
• Obtaining results of process performance and effectiveness, and 
• Continual improvement of processes based on objective measurement. 

 
The model of a process-based quality management system shown in Figure 1 
illustrates process linkages. This illustration shows that target groups play a 
significant role in defining requirements as inputs. Monitoring of target 
groups satisfaction requires the evaluation of information relating to target 
groups perception as to whether the project has met the target group 
requirements.  
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3.1.4 Quality Management System Planning 
 
The quality management system planning is carried out to meet the general 
requirements of the quality management system and the quality objectives. 
Quality planning encompasses the whole facet of operations with focus on the 
following: 
 

• Identifying of processes needed for the quality management system 
and their application; 

• Determining the sequence and interaction of these processes; 
• Determining criteria and methods needed to ensure that the operation 

and control of these processes are effective; 
• Ensuring the availability of resources and information necessary to 

support the operation; 
• Monitoring, measurement and analysis of these processes; and 
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• Implementing actions necessary to achieve planned results and 
continual improvement. 

 
Changes that could affect the quality management system are reviewed and 
quality planning is carried out to maintain the integrity of the system. Quality 
planning becomes an integral part of process and service qualification. The 
activity includes identification and acquisition of any controls, processes, 
equipment (including inspection and test equipment), fixtures, resources and 
skills that may be needed to achieve the required quality. 
 

3.2 Report and Work Plan 

 
There are a number of management and organizational items that need to be 
provided or addressed in order to ensure the effective application of the 
Quality Management System Work Plan. Those items are listed below: 
 

• a statement of each member of the circuit’s policy on Quality 
Assurance, including the importance of quality in its services and its 
mission, and why;  

• the general objectives/goals of the quality system; 
• the policy for resource allocation for the quality system, including 

personnel, extramural funding, and travel funding; 
• a circuit chart that identifies all of its components  
• a brief discussion of the technical activities that are supported by the 

quality system and to which it applies; that is, the specific activities that 
require extensive quality management controls; where oversight of 
delegated, contracted, or other extramural programs is needed to 
assure data quality; and where internal coordination of quality activities 
among the circuit’s operational units needs to occur; 

• a discussion of the roles and responsibilities of line management, 
technical staff, and any other staff, and how these roles and 
responsibilities are incorporated into performance standards; 
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• a discussion of the network’s process for resolving disputes regarding 
quality system requirements, quality procedures, assessments, or 
corrective actions; 

• a discussion of how management shall assure that applicable elements 
of the quality system are understood and implemented in all H&W 
programs 

 
This Work Plan along with the Quality Policy is issued under the authority of 
the project’s circuit. The stakeholders are responsible for ensuring that the 
Quality Management System is implemented and maintained to meet the 
requirements of this manual. 
 

3.3 Manage and Coordinate the Quality System 

 
The team responsible for the Implementation and Management of the Quality 
System must work towards the: 
 

• Managing the day-to-day implementation of the Quality System 
• Coordinating with every constituent and partner the preparation and 

organization of management plans 
• Planning and directing the implementation of periodic technical 

assessments of ongoing environmental project operations and data 
collection to provide information that the technical and quality 
objectives are being met and that the needs of the 
customer/beneficiary are being satisfied. Such assessments may 
include: technical system audits, surveillance, performance evaluations, 
and data quality assessments 

• Determining conclusions and necessary corrective actions (if any) based 
on the finding of the assessments 
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3.4 Systematic Planning Process  

The planning process for the Quality Manual shall be based on a common 
sense, graded approach to ensure that the level of detail in planning is 
commensurate with the importance and intended use of the work and the 
available resources. Elements of a systematic planning approach that shall be 
documented include: 
 

• Identification and involvement of all circuit’s organizations and 
responsibilities of officials, project personnel, stakeholders, scientific 
experts, etc. (e.g., all Customers/beneficiaries and suppliers); 

• Description of the goals, objectives, and questions and issues to be 
addressed; 

• Identification of schedule, resources (including budget), milestones, and 
any  applicable requirements (e.g., regulatory requirements, contractual 
requirements); 

• Identification of the type of data needed and how the data will be used 
to support the project’s objectives; 

• Determination of the quantity of data needed and specification of 
performance criteria for measuring quality; 

• Description of how, when, and where the data will be obtained 
(including existing data) and identification of any constraints on data 
collection; 

• Specification of needed quality activities to assess the quality 
performance criteria (e.g., audits, technical assessments, performance 
evaluations, etc.); 

• Description of how the acquired data will be analyzed, evaluated (i.e., 
review, validation, verification), and assessed against its intended use 
and the quality performance criteria. 

• Identification and citation of all worthy practices that may be shared to 
improve quality of operations and services 

• Independent confirmation of implementation and effectiveness of 
solutions 

• Identification of quality problems 
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• Planning and Co-ordination 
 
A systematic planning process shall ensure that all organizations and/or 
parties who contribute to the quality of the H&W program or use the results 
are identified and that they participate in this process. The planning process 
shall also provide for direct communication between the beneficiary and the 
supplier to ensure that there is a clear understanding by all participants of the 
needs and expectations of the target group and the results to be provided by 
the consortium. While not mandatory, this process is the recommended 
planning approach for many data collection activities. 
 
A Systematic Planning Process should: 
 

• Describe the process for planning H&W related services, including 
identification of who is responsible and how general planning is 
documented.  

• Describe who uses the planning “tools” and the roles and 
responsibilities of all management and staff involved in planning. 

• Describe or discuss how data obtained from sources outside the circuit 
that did not use an approved quality planning document for data 
collection shall be evaluated and qualified for use.  

• Discuss the process for qualifying such data, including the application 
of any statistical methods used.  

 

3.5 Activities Design and their Implementation 

Design activities are planned and normally executed by specialists and are 
subject to regular management, review and verification. 

• The design input and output items are documented, and where 
ambiguity exists, will be clarified and documented. All items of design 
documentation and notes are recorded in a design project file.  

• A significative output of SHINING Mountains is to set a circuit of 
mountainous areas and the aim of the quality system is to inspect if 
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these areas managed to make H&W the main pillar of their economic 
relaunch.  

At this stage the Quality Team describes the process of how and by whom 
work shall be implemented within the organization for: 
 

• ensuring that work is performed according to plan; 
• development and implementation of procedures for appropriate 

routine, standardized, special, or critical operations, including those 
that address, but are not limited to: 

o identification of operations needing procedures; 
o preparation of procedures, including form, content, and 

applicability; and 
o review and approval of procedures; and 

• Use of quality “tools” such as standard operating procedures (SOPs). 
 
The Quality Team also describes how appropriate measures for controlling the 
release, change, and use of planned procedures are implemented. These 
measures provide for the necessary approvals, specific times and points for 
implementing changes, removal of obsolete documentation from work areas, 
and verification that the changes are made as prescribed. 
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Chapter 4 Data Management and Quality of 
Information 
 

4.1 Documentation Requirements 

 
The quality function shall establish, implement, and maintain a documented 
quality system as a means of ensuring that services conform to specified 
requirements. The Quality Manual represents official policy and shall be used 
as a standard by many tourist units in developing and administering systems 
for continual improvement and the control of quality and reliability of the 
services provided. 
 
Environmental and tourism data operations encompass diverse and complex 
activities, including rule making, compliance with regulations, and research. As 
a result, some data operations may only require a qualitative discussion of the 
experimental process and its objectives while others may require extensive 
documentation in order to adequately describe a complex environment. The 
content and level of detail in each quality policy may vary according to the 
nature of the work being performed and the intended use of the data. The 
final decision on content and level of detail belongs to the partner or circuit 
responsible for the work to be done, consistent with the approved quality 
manual. 
 

4.2 Process of ensuring Quality of Information  

4.2.1 Definitions 
 
The procedures that the project currently has in place ensure that the quality 
of the information and data released to the public is accurate and appropriate 
and meets the internal definitions of objectivity, utility, and integrity. These are 
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closely interrelated concepts in the context of these guidelines. Collectively, 
these terms address the following three aspects of the information that is to 
be disseminated:  
 

• whether the information is useful to the intended users of the 
information;  

• whether the disseminated information is being presented in an 
accurate, clear, complete, and unbiased manner in both presentation 
and as a characteristic that should be inherent to quality information;  

• And whether the information has been protected from unauthorized 
access or revision. 

"Utility" refers to the usefulness of the information to its intended users, 
including the public. In assessing the usefulness of information that the 
agency disseminates to the public, the agency needs to consider the uses of 
the information not only from the perspective of the agency but also from the 
perspective of the public. As a result, when reproducibility and transparency of 
information are relevant for assessing the information's usefulness from the 
public's perspective, the agency must take care to ensure that reproducibility 
and transparency have been addressed in its review of the information.  

"Objectivity" involves two distinct elements, presentation and substance. 
"Objectivity" includes whether disseminated information is being presented in 
an accurate, clear, complete, and unbiased manner. This involves whether the 
information is presented within a proper context.  In addition, "objectivity" 
involves a focus on ensuring accurate, reliable, and unbiased information. In a 
scientific or statistical context, the original or supporting data shall be 
generated, and the analytical results shall be developed, using sound 
statistical and research methods.  

"Integrity" refers to the security of information - protection of the information 
from unauthorized access or revision, to ensure that the information is not 
compromised through corruption or falsification.  
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4.2.2 Procedures for Ensuring Quality of Information 
Disseminated 

Each partner follows the project’s Action Plan in performing its mission-related 
functions and validating its performance measures. Each partner and operator 
of the circuit also follows applicable manuals in the preparation of written 
documents. The general guidelines for the procedure to ensure quality of 
information prior and after dissemination are listed below: 

a. Review information for dissemination to the public in all automated 
information systems on a periodic basis;  

b. Analyze the data and information to be included in materials for 
dissemination to the public to ensure accuracy, quality, objectivity, utility, and 
integrity, prior to providing the information for public dissemination;  

c. As appropriate, verify data and information by conducting test runs of the 
data prior to dissemination to ensure that information is input and updated 
on a timely basis (e.g., conduct quarterly and semi-annual reviews of the data 
to ensure the accuracy of test runs and of reports produced);  

d. Coordinate corrections to discrepancies in data, or information with 
appropriate offices and reach concurrence with regard to the accuracy, quality, 
objectivity, utility, and integrity, prior to providing information for public 
dissemination;  

e. Comply with agency information and computer security policies to ensure 
that information is protected from unauthorized revision, corruption, 
falsification, intentional, or inadvertent destruction. 

 

4.3 Data Management 

Data management is the development and execution of architectures, policies, 
practices and procedures in order to manage the information lifecycle needs 
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in an effective manner. In order to achieve its scope, Data Management 
procedure needs to: 
 

• Itemize the information and records which must be included in a data 
report package and specify the desired reporting format. 
Documentation can include raw data, field logs, instrument printouts, 
and results of calibration and QC checks.  

• Specify the level of detail of the field sampling and/or analysis narrative 
needed to provide a complete description of any difficulties 
encountered during sampling or analysis. The narrative refers to an 
annotated summary of the analytical work performed that describes in 
narrative form what activities were performed and identifies any 
problems encountered that provides additional information to users in 
interpreting the data received. 

• Specify any requirements for the final disposition of records and 
documents from the project, including location and length of retention 
period. 

• Describe the project data management scheme, tracing the path of the 
data from their generation in the field to their final use or storage.  

• Describe or reference the standard record-keeping procedures, 
document control system, and the approach used for data storage and 
retrieval  

• Discuss the control mechanism for detecting and correcting errors and 
for preventing loss of data during data reduction (i.e., calculations), 
data reporting, and data entry to forms, reports, and databases.  

• Provide examples of any forms or checklists to be used. 
• Identify and describe all data handling equipment and procedures to 

process, compile, and analyze the data including procedures for 
addressing data generated as part of the project as well as data from 
other sources.  
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4.3.1 Local Tourism Data Issues  
 
A number of issues were raised in regards to collecting local level tourism 
data: 

• Data should only be collected if there is a clear need for new data (i.e., 
existing data are inadequate). Too many collections replicate what is 
already known. 

• Quantitative data of the kind normally collected in visitor and operator 
surveys are useful, but there is also a need to invest in collecting 
qualitative data which can explore more deeply visitor or operator 
experience. 

 
These issues dovetailed with some general hints and tips for successfully 
collecting and managing local level tourism data: 
 

• Be needs driven – the data collected must be directly and immediately 
useful for the collaborators involved in its collection. 

• Aim for added value – the data must add value to data which already 
exist. A common reason for failure is that operators and other 
stakeholders do not recognize that local data are more informative 
than data available from other collections. However, there must also be 
recognition of the value of collective data in addition to operators 
simply having their own data. 

• Collaborate – collaboration can reduce the costs and increase access to 
required skills sets. Collaboration may include arrangements among 
regions or local areas; between local tourism managers and industry 
associations; with schools, Tourism colleges, universities, hotels, 
restaurants and with State Tourism Organizations. 

 

4.3.2 Analysis of Data  
 
Data on the quality system processes is collected, reported, and analyzed 
through Management and other Reviews, by Corrective & Preventative Action 
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Systems, and through internal audits. The analysis of data provides 
information relating to customer satisfaction, conformity to service delivery 
requirements, characteristics and trends of processes and activities including 
opportunities for preventive action, and suppliers.  
 
The analysis on all of the above determines the effectiveness of the quality 
system and highlights the areas that need to be addressed for its continual 
improvement.  
 
Trends in quality and operational performance shall be compared with 
progress toward objectives and lead to action to support development of 
priorities for prompt solutions to occurring needs.  
 
Determination of key customer related trends and correlation for status 
review, decision making and longer term planning will be accomplished 
through an information system for the timely reporting of service information 
arising from usage. 
 

4.3.2.1 Statistical Methods 

 
Statistical methods are very powerful tools when used correctly within the 
quality process. These methods should be selected with care to assure them 
suit the application required and will produce an objective output.  
 
The motivation to use these statistical methods is a desire to improve quality 
and meet customer requirements. The quality system is subject to variations 
from components, design and equipment. Statistical methods can assist with 
the elimination or minimization of the variation.  
 
Statistical methods should be used whenever possible or applicable to ensure 
product and service consistency.  
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Test and control should be implemented before providing the relevant 
services, and to improve the knowledge base to allow for service 
improvement.  
Tools that should be used or considered are: 
 

• Experimental Design  
• Analysis of Variance/Regression Analysis 
• Risk Analysis  
• Root Cause Analysis 
• Statistical Sampling Inspection 
• Histograms - Plot frequency of events 
• Flow charts - Pictorial diagrams of processed or systems  

 
Examples of where Statistical techniques may be applied:  
 

o Design Input - Determining requirements and expectations  
o Design Control - Periodic evaluation to provide assurance of 

acceptable service performance  
o Process Control - Determine machine or process capabilities  
o Defect Analysis - Assist with understanding problems  
o Data Analysis - Review and understanding of end services and 

activities  
  

4.3.3 Control of Quality Records  
 
The Quality System should identify, collect, maintain, store and dispose of 
quality records to demonstrate conformance to established requirements and 
the effective operation of the Quality Management System. Records shall 
remain legible, readily identifiable, and retrievable. Quality records include:  
 

• Management quality system reviews; 
•  Participants’ qualification and training records; 
•  Design, development, and testing activities;  
•  Design inputs;  
• Design reviews and resulting actions; 
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•  Results of verification and validation testing, including any necessary 
actions; 

• Changes during the development process 
• Quality System documentation   
• Document Change Requests  
• Calibration and maintenance records  
• Target Group’s feedback 
•  Tourist Units’ Qualifications   
• Design History Files (Validation Data) 
•  Field Notifications and Recalls 

 

It is essential to maintain quality records not only to conform to the 
regulations but also to aid management in reviewing the effectiveness of our 
quality system and making decisions on how to improve it. The records that 
are maintained also demonstrate that services were provided conforming to 
specifications and standards.  
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Chapter 5: Assessment, Review Output and 
Validation 
 

5.1 Design and development outputs  

 
The outputs of design and development shall be provided in a form that 
enables verification against the design and development input and shall be 
approved prior to release. They shall meet the input requirements for design 
and development, provide appropriate information for production and service 
provision, contain or reference product acceptance criteria, and specify the 
characteristics of the product that are essential for its safe and proper use.  
 

5.1.1 Service design outputs  
 
The service design output shall be expressed in terms that can be verified and 
validated against their input requirements. It includes reliability results, 
services special characteristics and specifications, error-proofing as 
appropriate, activities’ definition including design reviews results, and 
diagnostic guidelines where appropriate.  
 
 

5.1.2 Design and development review  
 
Systematic reviews of design and development are performed in accordance 
with planned arrangements to evaluate the ability of the results of design and 
development to meet requirements and to identify any problems and propose 
necessary actions. Participants shall include representatives of functions 
concerned with the design and development stages being reviewed. Records 
of the results of the reviews and any necessary actions shall be maintained.  
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5.1.3 Design and development validation  
 
Design and development validation shall be performed in accordance with 
planned arrangements to ensure that the resulting product/service is capable 
of meeting the requirements for the specified application or intended use, 
where known. Wherever practicable, validation shall be completed prior to the 
delivery or implementation of the services and activities. Records of the results 
of validation and any necessary actions shall be maintained. Design and 
development validation shall be performed in accordance with target 
group/beneficiary requirements including program timing. 
  

5.1.4 Validation of processes for service provision  
 
Quality manual also validates processes for service provision where the 
resulting output cannot be verified by subsequent monitoring or 
measurement. Validation demonstrates the ability of the processes to achieve 
planned results. The manual establishes defined criteria for review and 
approval of the process, approval of planned activities and qualification of 
participants, use of specific methods and procedures, requirements for 
records and re-validation. The primary validation of integrated circuits is 
through use of qualitative and quantitative test data.  
 
This process’s responsibilities are to: 
 

• State the criteria used to review and validate - that is, accept, reject, or 
qualify - data, in an objective and consistent manner. 

• Validation and Verification Methods – These methods describe the 
process to be used for validating and verifying data, including the chain 
of custody for data throughout the life cycle of the project or task. They 
discuss also how issues shall be resolved and the authorities for 
resolving such issues and describe how the results are conveyed to 
data users. 

• Reconciliation with User Requirements – It is the description of how the 
results obtained from the project or task shall be reconciled with the 
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requirements defined by the user and how issues shall be resolved. 
Finally at this stage it is examined how limitations on the use of the 
data shall be reported to decision makers. 

 

5.1.5 Control of design and development changes  
 
Design and development changes are identified and records are maintained. 
The changes shall be reviewed, verified, validated as appropriate, and 
approved before implementation. The review of design and development 
changes includes evaluation of the effect of the changes on constituent 
activities and services already delivered. Records of the results of the review of 
changes and necessary actions shall be maintained. 
 
 

5.2 Management Review 

Management review of the suitability and effectiveness of the Quality System 
take place at least annually. During the management meetings actions are 
allocated and minuted to record the development of the management system. 

The responsibilities of the Management/Supervision are subject to:  

• Ensuring that every participant is properly trained and aware of their 
role and responsibilities in carrying out the assigned quality activities 
that are defined in the Quality System and applicable quality 
procedures;  

• Participating actions necessary to meet goals and to drive continual 
improvement; 

• Ensuring that adequate resources are assigned and made available for 
in the periodic review of the Quality Management System and the 
implementation of any identified required improvements;  

• Ensuring the completion of the appropriate quality activities within 
their assigned scope of responsibility; and interaction of the processes 
needed to determine the project’s sequence.  
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The objectives of management review are:  

• To establish that the Quality System is achieving the expected results 
and meeting project’s requirements, continuing to conform to the 
standard, continuing to satisfy the customer needs and expectations, 
and functioning in accordance with the established operating 
procedures.  

• To function in accordance with the established Operating Procedures 
• To expose irregularities or defects in the system, identify weaknesses 

and evaluate possible improvements.  
• To review the effectiveness of previous corrective actions, and to review 

the adequacy and suitability of the management system for current and 
future operations.  

• To review any dissatisfying elements, identify the cause and 
recommend corrective action if required.  

• To review the finding of internal/ external audits and identify any areas 
of recurring problems or potential improvements.  

• To review the reports of non-conforming items and trend information 
to identify possible improvements.  

The accuracy of these elements provides clearly defined roles and allocated 
responsibilities for every partner, addressing problem areas and 
acknowledging successes.  

The management review process includes a structure of meetings that take 
place regularly.  There are meetings focused on short-term issues as well as 
meetings for review performance related issues and the functioning of the 
overall Quality Management System, progress of objectives and trend 
development.  
 
 

5.3 Review Output 

The meeting minutes shall provide a record of all of the agenda input 
information presented and will also address improvement needs to: the 
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Quality Management System/processes and to services relative to 
beneficiaries requirements. In addition, resource needs will be addressed if 
action is necessary to meet quality system, target group and/or regulatory 
requirements. Review outputs and their subsequent status shall be used in 
successive management reviews as a means of continued system assessment. 

 
Reviews are performed specifically to verify that design-output meets or 
exceeds design-input requirements. Acceptance criteria shall be based on the 
test development, service characterization and qualification plans. These plans 
will include, as required, those characteristics of the design that are crucial to 
the safe and proper functioning of the product/service. The design output 
review must occur before the design is permitted to progress further in the 
service delivery process. This review will ascertain that information is available 
to define service acceptance criteria and that all of the information necessary 
for production has been provided. 
 

Internal quality audits are planned and performed using documented 
procedures. The audits are performed by trained operators on areas of which 
they have no direct responsibility and can, therefore, conduct impartial, 
objective audits. 
 
The audits objectively evaluate the effectiveness of all aspects of the Quality 
Management System. Internal audits are scheduled on the basis of status and 
importance of the activities involved. 
 
Supervision/management of the area audited is responsible for reviewing any 
findings found by the auditors and taking appropriate action to correct them. 
The Internal 
 
Quality Auditors review and verify actions taken to ensure adequate and 
effective corrective action of the findings. Findings, actions and closure are 
documented. 

 
Results of the assessment and conclusions of management reviews include 
the following output:  
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• effectiveness of corrective and/or preventive actions  
• the suitability and effectiveness of the Quality Management System  
• improvement of the effectiveness of the Quality Management System 

and its processes  
• improvement of product with focus on customer requirements  
• availability of human and material resources  
• suitability of the corporate quality policy  
• frequency of management reviews  
• required corrective and or preventive actions regarding items reviewed  

 
Periodic target group’s satisfaction surveys are conducted by the circuit to 
verify if their satisfaction has been achieved. Survey results, which include 
beneficiary’s complaints and feedback, business disruptions, delivery 
performance, are analyzed and evaluated and where required, corrective or 
preventive action is taken. The effectiveness of these corrective or preventive 
actions also needs to be monitored.  
 

5.4 Monitoring and Measurement of Services  

 
The responsibilities for the development of controlled documents that 
describe the monitoring and measurement of services are defined in this 
stage. Their approval for adequacy, changes and re-approval, revision status, 
document formats, identification and distribution are also essential 
component of this phase.  
 
This includes documents and data of external origin such as standards and 
beneficiary drawings. Incoming standards and specifications, including 
changes, are reviewed as soon as possible, and are then distributed and 
implemented as required. Records of implementation dates in production are 
maintained.  
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As required, there is the responsibility to ensure that current revisions of 
controlled documents are legible, readily available where needed, that 
obsolete copies are replaced and destroyed or invalidated, and that obsolete 
documents retained for any purpose are clearly identified.  
 
Results are documented and include instructions for production processes, 
verification and maintenance as well as objectives for manufacturing process 
capability, reliability, maintainability and availability. It must be ensured that 
processes are implemented according to control plans and other applicable 
procedures or documents in order to ensure that process capability and 
process performance is maintained according to customer part approval 
process requirements. 
 
SHINING Mountains Quality Manual – Monitoring Services  
 

Page No Reference Revision Date Description of 
Change 

Initials 

All (1-15) 1st issue 0 19/5/2007 No change – first issue  

      

      

      

      

 
The above form contributes to the identification of whether: 

• Service or product design documentation agrees with beneficiary’s 
documentation, 

• Designs are planned, controlled, verified, and validated, 
• Requirements for design are documented, 
• Design reviews are held as appropriate, and 
• Design changes are made in accordance with documented procedures. 

 
Qualified personnel equipped with adequate resources define responsibilities 
for design and development activities. These personnel also plan and execute 
the activities. A plan for each design and development product/service is 
required. Each plan will address, as appropriate: 
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• Organizational and technical interfaces between groups that provide 

input to the design and development processes, 
• Required design inputs and how they are identified, documented, and 

reviewed for adequacy, 
• Required design outputs and how they are reviewed and approved 

prior to implementation, 
• Required design reviews and resulting quality records, 
• Required design verification approaches and resulting quality records, 
• Required design validation approaches, and 
• The method for review and approval of design changes and 

modifications prior to implementation. 
 

 

5.5 Track and Report Quality System 
Deliverables 

 
Exclusive functions that must be performed by the quality manual include: 
 

 Tracking critical quality system deliverables for the members of the 
circuit and make periodic reports to coordinator on the status of 
reporting actions and deliverables. 

 Planning, directing, and conducting assessments of the effectiveness of 
the quality system being applied to H&W operations and reporting 
results  

 Coordinating any revision of the quality system as necessary based on 
the findings of the assessment. 

 Providing technical support in the planning phase of management 
assessments.  

 Planning and directing the implementation of periodic technical 
assessments of ongoing H&W operations to provide information to 
management to assure that technical and quality objectives are being 
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met and that the needs of the beneficiary are being satisfied. Such 
assessments may include technical systems audits, surveillance, 
performance evaluations, and data quality assessments. 

 Determining conclusions and necessary corrective actions (if any) based 
on the findings of the assessments. 

 Establishing criteria for the acceptability of quality documentation in 
the project’s published reports; that is, defining what is required for an 
adequate discussion of the quality of the project results and the 
usability of the information reported. 

 Conducting a substantiated technical review of all reports produced by 
the circuit using the qualitative and quantitative specifications obtained 
from the evaluation  process or other criteria provided by the project 

 Transferring information on quality management subjects to other 
public, tourist or scientific groups through participation in technical 
meetings and symposia, and papers or articles in the technical 
literature, including peer reviewed journal papers, oral presentations, 
and panel discussions. 

 

5.6 Assessment and Response Actions 

 
Management is responsible for choosing the assessors, defining acceptance 
criteria, approving audit procedures and check lists, and identifying goals prior 
to initiation of an assessment. Assessors shall be technically knowledgeable 
with no real or perceived conflict of interest. If the assessors are chosen from 
within the organizations, they must have no direct involvement or 
responsibility for the work being assessed, except for self-assessments. 
 
Assessor’s responsibilities are to describe how and by whom project 
assessments are planned, conducted, and evaluated. Describe the process by 
which management chooses a particular assessment tool, and the expected 
frequency of their application to the specific project. 
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Available assessment tools include audits, data quality assessments, 
management systems reviews, peer reviews and technical reviews, 
performance evaluations, readiness reviews, technical systems audits, and 
surveillances.  
 
These tools are used to describe how the level of competence, experience, 
and training necessary to ensure the capability of personnel conducting 
assessments are determined. Personnel conducting assessments shall be 
qualified, based on project-specific requirements, to perform the assigned 
assessment. 
 
Assessors are also responsible to describe how personnel conducting 
assessments shall have sufficient authority, access to the project and 
participants, access to documents and records, and organizational freedom to: 
 

• Identify quality problems; 
• Identify and cite noteworthy practices that may be shared with others 

to improve the quality of their operations and products; 
• Propose recommendations for resolving quality problems; and 
• Independently confirm implementation and effectiveness of solutions. 
• Identify the number, frequency, and type of assessment activities 

needed for this project. 
 
Assessments include, but are not limited to surveillance, management systems 
review, readiness review, technical systems audit, performance evaluation, 
audit of data quality, and data quality assessment.  
 
This can be performed through: 
 

• A list and description of the assessments to be used in the project.  
• Discussion of the information expected and the success criteria (i.e., 

goals, performance objectives, acceptance criteria specifications, etc.) 
for each assessment proposed.  

• List of the approximate schedule of activities.  
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• Description of how and to whom the results of the assessments shall be 
reported. 
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Chapter 6 Preventive Actions 

6.1 Responsibility and Authority 

 
The quality system shall foster and provide guidance for the continual 
improvement efforts including tourist satisfaction and the quality and 
reliability of the services provided, processes, and activities. Specific authority 
shall be given to those responsible for product, process, or system quality to: 
 

• Determine the sequence and interaction of the processes required to 
maintain the quality system;  

• Determine criteria and methods needed to ensure that both the 
operation and control of the processes are effective;  

• Measure, monitor, and analyze these processes and implement actions 
necessary to meet goals and to drive continued improvement;  

• Initiate action to prevent nonconformities;  
• Initiate action to identify, record, and correct problems; 
• Initiate, recommend or provide solutions;  
• Explore new opportunities and verify implementation of solutions; 
• Represent and address the needs of the beneficiary in internal 

functions 
 
Everyone involved in the process or service and product delivery is responsible 
for quality, including initiating actions to prevent non-compliance related to 
product, process and quality system; identifying and recording problems; and 
initiating, recommending or providing solutions through designated channels. 
In case of a need to stop implementation to correct a problem, the quality 
responsible has the authority to do so and shall inform the circuit with 
responsibility and authority for corrective actions. 
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Appropriate personnel ensure compliance to international standards and 
effective implementation of the requirements of the established quality 
management system, including maintenance of the system. 
 

6.2 Internal Quality Audit  

Internal auditing of H&W processes, operations, and records is a key 
constituent of the Quality System. Internal quality audits are prioritized, 
scheduled, performed, reported, and followed up in accordance with the 
requirements of the quality policy. This includes the responsibilities and 
requirements for planning, conducting, reporting results, and maintaining 
audit records. Internal audits determine if the quality system conforms to the 
requirements of quality standards, as well as the high quality requirements 
established by the project in the H&W sector.  
 
Internal audits also determine if the quality manual is effectively implemented 
and maintained. Audit planning takes into consideration the status and 
importance of the processes and areas to be audited, as well as the results of 
previous audits. Audit planning defines the audit criteria, scope, frequency and 
methods used. The audit process ensures objectivity and impartiality.  
 
Audit findings are entered into the system to ensure that management of the 
audited area takes actions without undue delay to eliminate detected non-
conformities. Follow up activities include the verification of the actions taken. 
Internal quality audit recommendations and results are reviewed as part of 
management review.   
 
Complementing the routine internal audit conducted, there are the random 
audits of auditor from each partner in the consortium. This provides effective 
support in the maintenance of the quality management system. 
 
An annual audit plan guides the conduct of the audit. The plan takes into 
consideration the status and importance of the areas to be audited, as well as 
result of previous audit. 
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The audit plan covers the quality management system, manufacturing and 
implementation process, and service audits and shifts. Audits consist of 
inspection of services provided at appropriate stages of production and 
delivery to verify compliance to all specified requirements. 
 

6.2.1. Internal Audit Records  
 
Audits are scheduled on the basis of the importance of the activity to be 
audited. Audit activities are assigned to personnel not responsible for the area 
or activity to be audited.  
 
Audit results are recorded and corrective action is taken as required. Where 
applicable, follow-up audits are conducted to ensure that corrective action 
was implemented and is effective. Records of internal audits are maintained 
for the information of the results of audits and follow-up audits. 
 

Internal audits cover the entire Quality System and its processes, including all 
shifts of these processes, and are scheduled according to a yearly auditing 
plan and schedule. Due to special circumstances, such as nonconformities and 
special needs, the auditing frequency is increased as appropriate.  

 
Following the established procedure for corrective action, nonconformities are 
identified, root causes are determined, corrective action is evaluated and 
defined, recurrence of the nonconformity is prevented, corrective actions and 
their results are recorded, and the effectiveness of corrective action taken is 
reviewed. Corrective actions are appropriate to the importance and impact of 
the addressed nonconformity.  
Records of corrective actions and their results need to be established and 
maintained.  
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6.3 Non-conformance Control 

The SHINING Mountains project shall operate a closed-loop non-conformance 
control system for failures and discrepancies. When a non-conformance or 
failure is detected during implementation, inspection, testing or during any 
other activity it shall be recorded on a suitable form and a disposition made 
with respect to: stopping or continuing of ongoing activities, use-as-is, rework 
to original requirements, or other appropriate dispositions to be determined. 
Non-conformances shall be listed, each occurrence being assigned a unique 
and sequential number.  
Non-conforming components submitted for re-work shall be returned using 
established practices and documents and shall subsequently be re-submitted 
to the normal sequence of inspections and tests. 
 

6.3.1 Classification 
 
Non-conformance shall be classified as major or minor. The definition of 
major and minor is as follows: 
Major Non-conformances are non-conformances, or failures, which may affect: 
 

• Approved service design requirements 
• Performance, materials and safety as specified in applicable service 

requirement specifications. 
• Approved test requirements and procedures 
• Approved Interface Control Documents. 

 
A minor non-conformance is a non-conformance which does not affect any 
aspect in the definition of the major non-conformance. A minor non-
conformance is inconsequential as regards the requirements and does not 
influence fitness-for-use and safety, or is trivial with regard to workmanship 
criteria applicable to deliverable items. 
The SHINING Mountains project uses the results of internal audits to improve 
the effectiveness of the Quality System. This is accomplished by implementing 
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corrective actions, improving documented procedures, or utilizing a 
combination of the previous two items. 
The project requires scheduling of internal quality audits based on the status 
and importance of the activity to be audited.  
 

6.3.2 Non-conforming Services  
 
Non-conforming services are segregated and identified to prevent its 
unintended use pending investigation of root cause, and to assess to what 
extent the non-conformance may impact other activities, processes or 
services.  
When processes and services are found to be nonconforming to applicable 
procedures, specifications, drawings, or contractual agreements, a review 
group may be initiated by operators to evaluate and disposition the matter. 
The disposition process includes the control of rework, customer notification, 
and customer waiver as appropriate.  
Nonconforming services can be dealt with by one or more of the following 
ways:  

• By taking action to eliminate the detected nonconformity.  
• By authorizing its use, release or acceptance under concession by a 

circuit’s members and, where applicable, by the beneficiary.  
• By taking action to preclude its original intended use or application.  

 
Records of the nonconformity and subsequent actions taken, including 
concessions obtained, are maintained. When nonconforming service is 
corrected it shall be re-verified to demonstrate conformity to the 
requirements. When nonconforming service is detected after delivery or use 
has started, project’s responsible shall take action appropriate to the effects, 
or potential effects, of the nonconformity.  



                                                              SHINING Mountains: Quality Manual 
  

 

West Macedonia  Page 53 of 70 

6.4 Improvement  

 
The purpose of the Quality Manual responsible is to review, analyze and make 
final decisions on corrective action requests and quality improvement 
proposals, to make recommendations for preventive actions and quality 
improvements, to coordinate and implement preventive actions and quality 
improvement projects, monitor results, and to provide a forum for any quality 
issue. Nonconformities and deficiencies are analyzed; root causes are 
determined and required action is taken or recommended as appropriate.  
The feasibility and benefits of the selected Quality Improvement Proposals are 
also reviewed and tested. 
 
The objectives of the circuit’s quality policy are taken into consideration for 
planning of improvement. During Management Reviews, the effectiveness of 
continual improvement is reviewed and opportunities for improvement are 
identified.  
 
Corrective actions shall include the identification of root causes of problems, 
the determination of whether the problem is unique or has more generic 
implications, and a recommendation of procedures to prevent recurrence. 
 
The manual shall describe how participants at all levels are encouraged to 
identify and establish communications among customers and suppliers, 
identify process improvement opportunities, identify problems, and offer 
solutions to those problems. 
 
Therefore, the quality manual is a critical planning document for any H&W 
data operation since it documents how H&W operations are planned, 
implemented, documented, and assessed during the life cycle of a program, 
project, or task.  
 
The ultimate success of the project depends on the adequacy and sufficiency 
of the quality of the data collected and used in decision-making. This may 
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depend significantly on the adequacy of the manual and its effective 
implementation.  
 
Quality planning is an absolutely essential component of project management 
and the quality policy provides the mechanism for documenting the results of 
the planning process. This planning must include the "stakeholders" (i.e., the 
data users, data producers, decision makers, etc.) to ensure that all needs are 
defined adequately at the outset and that the planning for quality addresses 
the specific needs defined. 
 
Quality improvement will be achieved through detection and prevention of 
quality problems, creation of a process for continual quality improvement, 
organizational responsibility for quality improvement activities and the 
corrective action program that ensures that conditions adverse to quality are 
identified promptly and corrected in due time. 
 

6.4.1 Continual Improvement  
 
The continual improvement process is a project wide methodology to improve 
the effectiveness of the quality system through the use of the quality policy, 
quality objectives, audit results, analysis of data, corrective and preventive 
actions and management review. Findings are reviewed with management and 
appropriate projects and/or actions are taken to implement the necessary 
improvements.  
 
It is the responsibility of the operators to promote the principles of continual 
improvement throughout their functions and encourage their respective 
organizations to take full responsibility for implementing this.  
 
Continual improvement is not a discrete process or element of the Quality 
Management System, but rather a way of managing the system. The Quality 
Management System has all of the necessary elements of establishing the 
policy and objectives for quality, for implementing operational controls to 
achieve the objectives and for measuring the results. The basic methodology 
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and plan is that if the results fail to meet the objectives, it is the fault of the 
system. Therefore, the system must be improved so that it becomes more 
effective in reaching the objectives. When the objectives are achieved, new 
objectives are set and the Quality Management System is improved to meet 
the new challenges. 
 
Identification of continual improvement needs are determined by analyzing 
beneficiary’s satisfaction information, service and process conformance data,  
internal audit results, and other data and information relevant to quality 
performance. Management review considers all relevant information and 
defines priorities for improving the quality system. The corrective action 
and/or auditing processes are used to formally identify, respond to, verify 
acceptability of actions and track the corrective action requests or internal 
audit findings. 
 

6.5 Preventive Action 

 
Preventive action is defined as an action taken based on the observance of a 
systemic condition or the result of a corrective action where further action is 
deemed necessary to curtail the same or similar occurrences within other 
processes or realization activities. The preventive action initiated is to be 
appropriate to the potential impact of the problem. Similar to the corrective 
action process, the process employed identifies potential nonconformities and 
their cause(s), determines and ensures implementation, and records and 
reviews preventive actions taken. 
 

The Quality Manual has established a quality management system that would 
ensure that services conform to beneficiaries and applicable regulatory 
requirements and international standards, including continual improvement 
that would enhance beneficiary’s satisfaction. 
 
The quality management system shall be compliant to international standard 
requirements. The application of the quality system is also aimed at making 
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important contribution to managing costs and risks, meeting quality 
objectives, driving organizational growth, and enhancing stakeholders’ 
satisfaction. It shall provide a comprehensive overview of the H&W processes 
during project implementation and interactions at various remote locations. 
 
This Quality Manual is the top level document of the Quality Management 
System in the hierarchy of project’s specifications consisting of policy 
statement, procedural specifications (Standard Operating Procedures), 
detailed specifications, which together define the SHINING Mountains’ Quality 
Management System. The quality manual is reviewed, revised and approved at 
least annually or as needed. The quality control is responsible for establishing, 
maintaining and implementing the quality manual.  
 
Preventive action is performed through corrective and preventive Quality 
Control audit approaches. Preventive action includes determining potential 
non-conformities and their causes through analysis of trends and review of 
major changes. It makes use of sources of information such as processes and 
work operations which affect product quality, audit results, quality records, 
service reports and feedback from internal and external customers. 
Consideration is given to eliminate the causes of actual or potential non-
conformities to a degree appropriate to the magnitude of problems and 
associated risks. Changes to procedures as a result of the preventive action 
process are documented. Results of the actions taken are likewise recorded 
and the effectiveness of the preventive actions is monitored by Quality 
Control. 
 

6.6 Dispute resolution process  

 
Implementation of the Quality System may create disagreements arising from 
the results of the review and approval of quality management plans and from 
the performance of the management assessments. For that reason it is 
recommended to include a process of dispute resolution within the project’s 
circuit, which should only be used when parties cannot achieve mutual 



                                                              SHINING Mountains: Quality Manual 
  

 

West Macedonia  Page 57 of 70 

resolution of their disagreement at the lowest possible administrative level. 
The dispute resolution process will be terminated at any point where 
resolution is achieved and the issue resolved. 
 
For those situations in which technical issues regarding quality activities and 
procedures are in dispute, resolution should be sought at the lowest 
management level practicable. All parties should make every effort to resolve 
disputes through discussion and negotiation.  

It is recommended that a project’s quality manual include a process for 
dispute resolution within every member of the circuit. While the process 
described below may be used for technical disputes, a member may develop a 
process that meets its particular needs. 

6.6.1 Problem Solving  
 
To determine the root cause of a problem or deficiency, and to establish 
required corrective action, a disciplined problem solving method, or any other 
suitable method, is used as appropriate.  
 
Moreover, error-proofing methods are applied in the corrective action process 
to prevent recurrence of the problem, defining non-conformities, determining 
root cause, evaluating action to ensure non-recurrence and implementing, 
recording and reviewing actions taken. 

 
6.6.2 Corrective Action Impact  
 
The process of preventive action includes the following steps:  
 

• identify potential nonconformities, deficiencies or problems 
• determine the root causes  
• determine the necessary preventive action 
• implement the action 
• follow-up on status and results 
• evaluate action to ensure non-recurrence and implementing 
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•  review the effectiveness of preventive action 
•  update all related documents with preventive action taken  

 
Analysis and evaluation data of statistics and periodic reviews of procedures 
are performed in order to detect deficiencies and problems and to take 
preventive action as required. During quality planning, all regulatory and 
statutory requirements are determined in order to be used as input for 
product development and quality planning, and other functions concerned.  
 
Corrective action is taken to remedy non-conformities that are identified and 
to prevent future recurrences. An action plan is put together with quality 
assurance being responsible for monitoring and documenting the progress of 
any corrective or preventive action plan to ensure its completion.  
 
Corrective and Preventive Action Process summarizes the guidelines in 
instituting corrective and preventive action process from various sources or 
trigger points of discrepancies or non-conformities in order to eliminate the 
cause and prevent recurrence. 
 
Quality Control audits implementation of corrective action. Effectiveness of 
the corrective actions done is verified through the quality control audit, or the 
result of succeeding operation. 
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Chapter 7 Quality Trademark of SHINING 
Mountains 
 

7.1 Local Identity as a Trademark 

A region bases its identity on a mixture of economic, cultural, historic and 
social aspects which can be expressed in many different ways, for example, in 
traditions, symbolic representations or in the character of the people. These 
characteristics, different from those of other territories, can help to inspire the 
quest for a collective identity, and can be spread and exploited by creating a 
trademark.  
 
The aim of the trademark is to associate the values and the identity of the 
region with a certain image in order to exploit the products and services that 
are most deeply-rooted in that territory, making them a driving force for 
economic development, and making the creation of the trademark part of the 
overall local development strategy. Observers, customers and tourists will all 
receive information about the virtues of the goods branded with the 
trademark, and they will see it as a reflection of the values of the territory it 
represents. 
 
When it comes to developing a strategy for creating an H&W quality 
trademark, public involvement is essential, since one of the preconditions for 
success is consensus and mutual cooperation. In this way, the different social 
groups will work together for the development of their regions.  
 

7.2 The Creation of a H&W Identity Trademark 

 
There are two fundamental conditioning factors in the successful creation of 
an H&W trademark:  
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• Companies, enterprises and producers who want to use the trademark 
must introduce improvement procedures which are translated into a 
quality certification. The quality certification may be of the company’s 
management system or of a specific product or service, and is awarded 
in accordance with international standards. The H&W trademark is 
associated mainly with quality. To the customer, it represents a 
guarantee of the quality of the product or service of H&W provisions. 
Quality certification facilitates access by enterprises to international 
markets, and even more so if further reinforced by a trademark.  

 
There are other requirements in addition to and affecting quality, including: 
environmental respect and protection, technological innovation, 
diversification, integrated management of human resources and excellence in 
customer relations.  
 

• To develop a European or even international promotion and 
marketing strategy that will transmit the inherent values of the 
regions to the customer. The ultimate aim of the creation of an H&W 
trademark is to increase the number of customers and to do so, it is 
necessary to successfully transmit the value of the difference 
represented by a product or service, which has been expressly 
associated with a particular image.  

 
The efficient management of an H&W quality trademark accompanied by 
skilful promotion will lead to a gradual improvement of its reputation, which 
will in turn raise market standards, making the quality trademark increasingly 
well-known internationally, and consequently, more enterprises and 
establishments in the territory will want to use it. 
 

7.3 Definition of a H&W quality trademark 

 
It is a series of rules and standards which, in the form of a label or emblem, 
offer customers a guarantee that the products or services bearing the 
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trademark are of a certain quality. It covers products and services from the 
same or different geographical area which meet certain quality and 
environmental requirements, and which have a number of common 
characteristics to distinguish them from other products or services on the 
market.  
 
In order to centralize the management of the H&W trademark, there must be 
an organization which holds the rights to the trademark and which is 
responsible for authorizing its use, provided that the products and services 
fulfill the conditions contained in the regulations for use. The Regulations for 
Use should set out the common characteristics of the products or services to 
be certified, the verification procedure, the parties authorized to use the 
brand, controls and monitoring of the use of the brand, the liability of parties 
making improper use of the brand, and the charges, where applicable, of 
users. In the framework of SHINING Mountains, the organization holding the 
rights to the trademark will be the Circuit. 
 

7.4 The H&W Quality Trademark as a local 
development strategy 

 
With the valorization of the products and services which it covers, H&W 
quality trademarks consolidate and structure the elements that represent local 
communities, and demonstrate all that is unique about these regions. An 
image is created which represents a common identity, and the trademark is 
established as a collective development instrument, as a driving force for 
progress in the territory. 
 

• The Productive capacity of the regions 
• Local Identity. Unique characteristics of the regions 
• The Institutional Framework 
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7.4.1 The productive capacity of the regions 
 
Firstly, we must ask whether the regions have sufficient productive capacity, 
whether they will be able to meet the foreseeable increase in demand for their 
products and services. The number of enterprises or organizations which may 
be interested in using the trademark must be carefully considered, and they 
must be evaluated to decide whether they are sufficiently solvent and what 
investment will be needed in order to rise to the challenge. In short, what 
must be done is to estimate whether the costs which must be met will be 
compensated by increased profits in the long term.  
 
A choice must be made between creating a trademark which brings together 
several different productive sectors, taking as a reference another series of 
characteristics which are common to all of the products and services, or 
alternatively, to configure a sectoral trademark. In both cases, whether or not 
the products and services are from a single sector, they must be linked to the 
collective identity of the regions they represent. 
 

7.4.2 Local identity. Unique characteristics of the 
regions 
 
Secondly, it is important to identify the positive values of the regions, the 
population’s own view and the characteristics that are seen as distinctive and 
personal. This can be reinforced if, furthermore, a comparison is made with 
the external perception of the population, how others see them. 
 
It is useful, here, to pay attention to several aspects: 
 

• Factors that contribute to local singularity and uniqueness, such as 
emblematic natural resources, exceptionally attractive natural 
landmarks such as rivers, cultivated land... These can also be used as 
icons for the image of the trademark. 
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• Sources of economic wealth, elements that shape the economy of an 
area and distinguish it from others.  

 
o Endogenous resources (e.g. a kind of material only existing in a 

region, good diary products from an area, or thermal springs 
existing in a village that have healing effects) that stand out due 
to their excellent attributes and intrinsic value.  

o Means of production and crafts (e.g. typical bread baked in 
traditional stoves, regional cuisine, characteristic pottery made in 
an area, or a province's woodwork) that have traditionally 
characterized a place, the know-how, the skills developed and 
inherited by the inhabitants down the years. These are usually 
associated with singular, valuable endogenous resources. 

o  
• The cultural and symbolic capital (a region promoting itself as a 

culturally extravagant place with a strong festive spirit, a city that holds 
religious festivals involving a special symbolism, or a city holding a 
popular festival to commemorate a given historical event) which is 
intimately linked to the historic, artistic and ethnographic heritage. 
Different areas could never be culturally equal, and each region’s 
distinguishing features can be exploited when creating a trademark and 
it can become a source of wealth. Cultural capital transcends all 
activities, products, services and everything associated with a territory, 
and an integrated way of life can be promoted as a singular value 
which attracts tourism and can inspire the image of the place. The 
trademark can underline those values, highlighting and protecting 
them.  

 
From here on, the perception of the regions must be expressed visually and 
verbally; the conclusion of the self-diagnosis must be expressed in an image. If 
the trademark is to become an asset in its own right, it is advisable to think 
from the point of view of the target public, adapting the message we convey 
to the final user. 
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7.4.3 The institutional framework 
 
Thirdly, and lastly, it is important to consider the institutional framework which 
must act as a driving force for the trademark behind the local communities. 
The creation of an H&W quality trademark must be developed jointly with the 
local authorities and it needs their support in order to be set up as such.  
 
As in all intervention projects aimed at social and economic development, it is 
highly recommendable to create mechanisms to assess the impact, in order to 
ascertain the medium and long-term results that benefit the community. 
Indicators (increases in sales, exports, workload, job creation, business 
earnings, investment, etc 
 

7.5 The value of Quality Trademark to 
Enterprises 

 

7.5.1 Quality Products and Services 
 
Quality is a combination of those characteristics that should be found in a 
product or service for it to be useful and to perform its function. For example, 
one product is said to be of higher quality than another when: 
 

• More care has been put into its finish and appearance, making it more 
aesthetic, with a better image.  

• If the utility and appearance of products or services are equal, then 
price becomes the determining factor.  

• The characteristics are the same, but one has a longer useful lifetime.  
 
In short, when one trait or set of traits makes a product or service stand out 
from those offered by its competitors, it is considered to be of higher quality.  
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7.5.2 Standardization 
 
Standardization is simply doing everything according to a standard. In this 
way, whatever is done well can be done in exactly the same way in the future 
and, at the same time, customers can be guaranteed that the product they 
buy will be identical to the last one they bought. And so, in order to 
standardize, the procedures and activities of the project and enterprises must 
be carefully written down. 
International quality standards indicate the aspects to be standardized and 
give basic guidelines for doing so. The circuit and enterprise decides how to 
do it and what procedures to use. 
 

7.5.3 Quality aspects that should be measured 
 
Any production or service activity has many aspects which must be taken into 
consideration, and all of these can and must be subject to continuous 
improvement and renovation. However, as always, there are degrees and 
priorities, depending on their more or less immediate impact on the 
customers and directly related to their implementation costs.  
 
The following formula is recommended:  
 

Expected income / Implementation cost = 1 
 
 
The result of this division should always be equal to or more than 1, since 
otherwise, the implementation of any measure will generate more costs than 
profits.  
 
The first, most important measure of quality is exact knowledge of the degree 
of customer satisfaction with the products or services received. To obtain this 
information, the most appropriate method of finding out the level of 
satisfaction at any time must be created (surveys, questionnaires, interviews, 
monitoring of the number of complaints, etc.). 
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7.6 Assuring the market of the project’s and 
enterprise’s quality  

 
Winning the confidence of people and/or the market is one of the most 
arduous and difficult tasks in business. The need for enterprises to inspire 
confidence when they are completely unknown in foreign markets led to the 
creation of international quality standards. The international standards are in 
perfect harmony with national standards and apply unified criteria to establish 
the basis and minimum requirements to ensure that companies do things in a 
rational, orderly manner, guaranteeing continuity and continuously improving 
their procedures, productivity and profitability, and controlling all of their 
processes.  
 
The international ISO Standards were created for this purpose. These 
standards reassure the market that things are done in certified companies in a 
specific way which is universally standardized and recognized by international 
organizations. This accreditation or certification awarded to companies and 
enterprises guarantees their future customers that the company carries out its 
business and its general operations in a diligent, consistent manner.  
 

7.7 Quality certification  

7.7.1 Approvals and certifications  
 
Approval: This refers to the final approval of a product, process or service, 
and is given by an organization which is legally authorized to give such 
approval. This concept is used when standardization is obligatory.  
 
Certification: This is the activity carried out in each country by accredited 
companies which issue the documents that confirm that a person, company, 
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product or service meets certain standards. Unlike approval, certification is 
voluntary. 
 
Standardization has always concentrated on those products which have a 
greater impact on the health and safety of persons. The only condition in 
order to be able to apply for the certification of a product is that it is first 
subject to standards. 
 
Benefits of certifying a product 
 

• The objective quality of a product will increase in line with the 
requirements for compliance with standards, particularly as a result of 
stricter controls over the routes taken in all processes. 

• At the same time, improvements will be sought in the price-quality 
ratio. This may even mean changing pricing policies, which may have 
an immediate impact in markets. 

• Production will be optimized throughout the manufacturing process, 
with the consequent impact on final productivity, resulting in a higher 
contribution to the profit and loss of the enterprise concerned. 

• It facilitates customer choice in favor of the product or service under 
equal quantitative conditions with competing products/services. 

 
 

7.7.2 Rules and requirements for international certification  
 
Since the mid-20th century, there has been an increasing globalization of the 
economy. International trade in products is constantly increasing in both 
volume and speed due to recent technological developments (e.g., the 
Internet). Even so, still today, products and services face a number of barriers, 
of which a considerable number are due to the different health and safety 
standards applied in different countries. It is therefore necessary to unify 
standards at supranational level. This is the objective of international and 
regional standards organizations which bring together the national standards 
organizations from different countries. The basic activity in this respect is for 
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the parties involved to reach agreements on the content of the standard and 
promote its application. 
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