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Process: 9 – 9.1  Performance Evaluation
Process Owner: Senior Leadership Team
Process Description: The implemented plan for monitoring, measurement, analysis, evaluation and continual improvement of processes, products, and services.
Process Inputs: All PCB Policy Deployment and quality system metrics, at a minimum, that are reviewed during management review meetings, AS9100, ISO9001, ISO17025, IEC80079-34.

Process Measurements: Quality management system objectives, policy deployment metrics, and their review for Continual Improvement, suitability, and effectiveness by the Senior Leadership Team during the management review process.

Output / Records: Management review action items and improvement plans recorded in policy deployment information.
Responsibilities: Senior Leadership Team, Division Managers, Operations Managers, Department Supervisors.

9.) Performance Evaluation
9.1) Monitoring, Measurement, Analysis, and Evaluation

9.1.1) 1) PCB has implemented policy deployment parameters for monitoring, measuring, analysis, evaluation and process improvement needed for demonstrating: conformity of product, conformity of the quality management system, and to continually improve the effectiveness of the quality management system.  The policy deployment metrics support our quality objectives defined in our Quality System Manual (QSM).  Analyzing and evaluating the results of monitoring and measurement is performed during quarterly Senior Leadership Team meetings and management review meetings.  The quality management system has been developed identifying processes with assigned metrics for tracking effectiveness.  The metrics described in these processes are documented and reported to management at their prescribed intervals through the policy deployment process.  The Management Team conducts quarterly quality system review whereby all identified process metrics are reviewed.  Policy deployment documented information is retained as evidence of compliance.
9.1.2) Customer Satisfaction
1) The Senior Leadership Team of PCB continually monitors our customers’ perception of the degree to which their needs and expectations have been fulfilled.  The methods for obtaining, monitoring and reviewing this information are defined per SM24 Customer Satisfaction, SM25 Customer Complaints and QAM 10 Improvement.  The sales department reports on these measures to the Senior Leadership Team for policy deployment review.  Information monitored more in-depth procedural information regarding customer satisfaction measurement is defined in QAM 8.2 and corresponding level III procedures: SM1020 Customer Satisfaction Feedback, SM1031 Total Customer Satisfaction and SM1010 Credit Memo.

2) Product certified to ATEX114 (IEC80079-34) is handled in the same manner as other manufactured products.  This is due to the fact that all product returns and/or complaints are addressed through our internal corrective action system whereby subsequent root cause investigation promotes review of product compliance to specifications during failure analysis and/or other technical review(s).
3) Policy deployment information monitored and used for the evaluation of customer satisfaction includes, but is not limited to, the quality objectives for product and service conformity (Quality At The Customer), On-Time Delivery, Scrap As Percent Of Sales, Shipments As Percent Of Goal, and customer complaints and corrective action.  Deficiencies identified by these evaluations are assessed for the effectiveness of customer satisfaction process improvement.  
9.1.3) Analysis and Evaluation
1) The Senior Leadership Team and department managers and/or supervisors analyze and evaluate appropriate monitoring and measurement data quarterly.  Appropriate data may also include information on product and service problems reported by external sources such as the U.S. Government, industry alerts and advisories.  The results of this analysis are used to evaluate:
a) conformity of products and services,

b) the degree of customer satisfaction,

c) the performance and effectiveness of the quality management system,

d) if planning has been implemented effectively,

e) the effectiveness of actions taken to address risks and opportunities,

f) the performance of external providers,

g) the need for improvements to the quality management system.

2) Where applicable, the selection of Key Product Characteristics (KPC) (see Engineering Change Order process DD02 and Design procedure QAM 8.3) enables quantitative measurement and statistical analysis of critical elements within individual products and/or processes.  Implementation of statistical analyses of these characteristics provides improved process control and measurement of process capability.  Measurement of Key Product Characteristics is performed by Quality Assurance Inspection personnel and/or appointed applicable delegates in the machine shop and Technology Centers / Divisions (Quality Assurance Receiving Inspection procedures QA07 and QA08 and PCB Machining Center procedure MS1078).  Actions based upon the review and evaluation of critical inspection measurement results enhances product and process conformity, contributing to the overall continuous improvement process.   
3) Explosion Proof Product Manufacture: Product certified to ATEX114  (IEC80079-34) and any related process that may affect the integrity of protection, where the resulting integrity cannot be verified after manufacture, are identified by the PCB Authorized Person responsible for documenting monitoring and measurement criteria suitable for providing evidence of product conformity.

Reference Documents: DD02, MS1078, QA07, QA08, SM24, SM25, SM1010, SM1020, SM1031.

TA01, TA04, Bill of Materials (BOM). 
Unusual Conditions: N/A
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