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(1.0)                                         INTRODUCTION

(1.1) Foreword
This Quality Management System Manual describes the Quality Management System adopted by Jaipuria Institute of Management. The Manual lists down the System Procedures and measures stipulated for ensuring the quality of academic education and value-added services to our Students.  The Quality Management System has been formulated on the basis of ISO 9001:2015.  This Section titled "Introduction" explains the Scope, Structure, Issue and Updating procedure of the Quality Management System Manual. This Manual and the information incorporated herein are the property of Jaipuria Institute of Management. It must not be reproduced in whole or in part or otherwise disclosed without prior consent in writing from Jaipuria Institute of Management.
(1.2) Scope
The Quality Management System Manual is applicable to providing academic education to students carried out by Jaipuria Institute of Management Located at Block A, Gate No-2, Shakti khand IV, Indirapuram, Ghaziabad - 201014, (U.P) India.
The Scope for Quality Management Systems is

“Providing Higher Education in Management & Research”

Exclusion: Clause 8.3 – This clause is not applicable to the Institute in the absence of R & D activities.
(1.3) Structure of the Manual
The Quality Management System Manual has many sections and these different sections are sequentially arranged in accordance to clause numbers of ISO 9001:2015. The Quality Management System Manual pages are serially numbered.  Each page of the Master Copy of the manual bears the signature(s) of the Director (Approving Authority of manual) and the Quality Management Representative (Issuing Authority of manual) in original.  Each page of the copy carries the latest revision number.  Revision No.  “00” has been given to first issue of the section. This manual is available only in English Language at present.

(1.4) Issue Procedure
The Quality Management Representative is authorized by Director to carry out the activities of preparing, issuing, maintaining and updating of this Quality Management System Manual.

The distribution and the amendment(s) of the Manual are controlled and are carried out by the Quality Management Representative / System Coordinator. 

The Master Copy bears the signatures of the approving and issuing authority in original. The Master Copy does not bear the stamp of "Controlled".  All controlled copies issued to the concerned individual (as per distribution list) are xeroxed from Master Copy and bear RUBBER STAMP "CONTROLLED" on each page of the manual. 

The Quality Management Representative issues any additional copies of the Manual, required for external agencies and such copies of the Manual issued are stamped "UNCONTROLLED". These uncontrolled copies do not come under the purview of document amendment procedure and are not used within the Organization.  

The System Coordinator / Quality Management Representative maintain a record of the distribution list of the Quality Management System Manual. This list is used as reference for updating of the respective controlled copies.

(1.5) Revision, Updation and Amendment Procedure
The Quality Management System Manual is reviewed periodically by the Quality Management Representative in consultation with the related departments. No revision is implemented unless it has been approved by the Director and officially notified.

Each revision is introduced formally by the Quality Management Representative by issue of revised Section(s) for each of the copy as per the Distribution List.  

Whenever revisions are made or become necessary in a section or part, that page of section of the manual is released with next revision status. The revisions are indicated by the revision number in each of the revised Sections and recorded in the Amendment Sheet supplied with the controlled copies of the Manual.  If there are more than 10 amendments in the manual, the complete manual is revised to next edition number.  The initial edition is numbered as “01”.

The insertion of the additional/ amended sections and the removal of the old sections in the individual controlled copies as per the distribution list of the Manual is the responsibility of the person holding the individual copy. All old sections so removed are crossed with an inscription of the marking "OBSOLETE” and returned to the Quality Management Representative / System Coordinator who ensures that the same are destroyed and so recorded. 

The Quality Management Representative in archives for future reference retains one copy of the earlier version of the Section(s).

(1.6) Amendment Sheet
To ensure that each controlled copy of Quality Management System Manual contains a complete record of amendments, this amendment sheet should be updated and issued with each set of revised / new section(s) of the Quality Management System Manual.  An acknowledgment slip will be signed and returned to Quality Management Representative by all holders of the controlled copies.
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(1.7) Distribution List

Sl. No.

Copy Holders

              Copy No.

1.
            Director                                      Copy No. 1

2.
            Management Representative        Master Copy   


3.
            Auditor’s Copy
                          Copy No. 2

Soft Copy shall be maintained at Server computers for easy reference.

Organization Profile 
Jaipuria Institute of Management Indirapuram Ghaziabad – Best MBA College in Delhi was set up by Seth Anandram Jaipuria Education Society in 2001. It has sprawling campus spread over 5.5acres on Delhi-Meerut link road with in Delhi NCR. During this short span of 15 years, under the able guidance of the Chairman, Shri Shishir Jaipuria, JIM is being acclaimed as a leading business school in Delhi, Northern India.

Jaipuria Institute of Management Indirapuram Ghaziabad Delhi NCR, was established by fulfilling all the norms regarding academic, financial and social aspects set by concerned statutory bodies. The Institute started a full time 2 years master degree course in Business Administration (MBA), from the academic session 2001. In the year 2002, this course is duly approved by AICTE, Ministry of HRD (Govt. of India) and affiliated to Dr. A.P.J. Abdul Kalam Technical University, Uttar Pradesh, Lucknow.
(2.0) NORMATIVE REFERENCES

The following documents in part or whole, are normatively referenced or used in the preparation of this document and are indispensable for its application. For dated references, only the edition cited shall apply.

· International Standard ISO 9001:2015(E) Quality Management Systems Requirements, Quality Management Fundamentals and Vocabulary.

· American National Standard ANSI/ISO/ ASQ 9004 - 2009: A Quality Management Approach-Managing for the Sustained Success of an Organization.

· International Standard ISO 10002: Quality Management - Customer Satisfaction –Guidelines for Complaint Handling in the Organization.

· Annex A: Clarification of New Structure, Terminology and Concepts.

· Annex B: Other International Standards on Quality Management and Quality Management Systems Developed by ISO/TC 176.

(3.0) TERMS AND DEFINITIONS

For the purposes of this document, the terms and definitions given in ISO 9000 apply.

3.1 Organization: person or group of people that has its own functions with responsibilities, authorities and relationships to achieve its objectives

3.2 Interested party / Stakeholder person or organization: (3.01) that can affect, be affected by, or perceive themselves to be affected by a decision or activity

3.3 Requirement: need or expectation that is stated, generally implied or obligatory

3.4 Management system: set of interrelated or interacting elements of an organization (3.01) to establish policies (3.07) and objectives (3.08) and processes (3.12) to achieve those objectives  

3.5 Top management: person or group of people who directs and controls an organization (3.01) at the highest level

3.6 Effectiveness: extents to which planned activities are realized and planned results achieved

3.7 Policy: intentions and direction of an organization (3.01) as formally expressed by its top management (3.05)

3.8 Objective: results to be achieved

3.9 Risk: effect of uncertainty

3.10 Competence: ability to apply knowledge and skills to achieve intended results

3.11 Documented information: required to be controlled and maintained by an organization (3.01) and the medium on which it is contained

3.12 Process: set of interrelated or interacting activities which transforms inputs into outputs

3.13 Performance: measurable result

3.14 Outsource: make an arrangement where an external organization (3.01) performs part of an organization’s function or process (3.12)

3.15 Monitoring: determining the status of a system, a process (3.12) or an activity

3.16 Measurement Process: (3.12) to determine a value

3.17 Audit: systematic, independent and documented process (3.12) for obtaining audit evidence and evaluating it objectively to determine the extent to which the audit criteria are fulfilled

3.18 Conformity: fulfillment of a requirement (3.03)

3.19 Nonconformity: non-fulfillment of a requirement (3.03)

3.20 Correction: action to eliminate a detected nonconformity (3.19)

3.21 Corrective Actions: to eliminate the cause of nonconformity (3.19) and to prevent recurrence

3.22 Continual improvement: recurring activity to enhance performance (3.13)

The following addition terms used in Jaipuria Institute of Management:
Supplier: is the entity which provides services / input materials (s) to Jaipuria Institute of Management 
Organization: is the entity implementing Quality Management Systems i.e. Jaipuria Institute of Management 
Customer: is the entity for whom Jaipuria Institute of Management providing its services, namely Students, Parents and Corporate world.

(4.0) CONTEXT OF THE ORGANIZATION

(4.1) Understanding the Organization and its Context

Jaipuria Institute of Management has determined external and internal issues, that are relevant to its purpose and its strategic direction and that affect its ability to achieve the intended result(s) of its quality management system through PEST and SWOT.

PEST

	Political Factors (P)
	Economic Factors (E)

	Tax Policy
	Inflation Rates

	Environmental Law
	Interest Rates

	Social Factors (S)
	Technology Factors (T)

	Social & Cultural Shifts
	Technological Advancements

	Income Distribution
	


SWOT

	Strength (S)
	Weakness (W)

	Placement service with corporation
	Lack of Manpower

	Highly-skilled Professor
	

	Opportunity (O)
	Threat (T)

	Scope of expansion
	Cut throat competition from rivals


(4.2) Understanding the Needs and Expectations of Interested Parties
The issues determined per 4.1 above are identified through an analysis of risks facing Jaipuria Institute of Management and its interested parties. “Interested parties” are those who receive our services, or who may be impacted by them, or those parties who may otherwise have a significant interest in our organization. These parties are identified per the document Context of the Organization.
This information is then used by senior management to determine the organization’s strategic direction. This is defined in records of management review, and periodically updated as conditions and situations change.
(4.3) Determining the Scope of the Quality Management System
The Scope for Quality Management Systems is

“Providing Higher Education in Management & Research”

(4.4) Quality Management System and its Process

(4.4.1) General

Jaipuria Institute of Management has established, implemented, maintained and continued improve a quality management system, including the processes needed and their interactions, in accordance with the requirements of this International Standard.

Identified Processes

· Management Activities

· Provision of Resources

· Admission Process

· Academic Activity Process

· Co-Curricular Activities Processes

· Internal Examination Process

· External Examination Process

· Transportation

· Administration

· Security Process

· Measurement System

· Interaction with other Institutes 

· Inter – Intra Institute Competitions

· Placement Procedure

· Value Added Activities

· Student Welfare Activities

· Library




(4.4.2) Process Approach

Jaipuria Institute of Management has applied a process approach to its quality management system. 

The organization has: 

· Determined the processes needed for the quality management system and their application throughout the organization.

· Determined the inputs required and the outputs expected from each process.

· Determined the sequence and interaction of these processes. 
· Determine the risks to conformity of services and customer satisfaction if unintended outputs are delivered or process interaction is ineffective.

· Determined criteria, methods, measurements, and related performance indicators needed to ensure that both the operation and control of these processes are effective. 

· Determined the resources and ensure their availability. 

· Assigned responsibilities and authorities for processes. 

· Implemented actions necessary to achieve planned results.
· Monitored, analyzed and changed, if needed, these processes ensuring that they continue to deliver the intended outputs.

· Ensured continual improvement of these processes.

(5.0) LEADERSHIP 

(5.1) Leadership and Commitment

(5.1.1) Leadership and Commitment with respect to the Quality Management System
Jaipuria Institute of Management, management has demonstrated leadership and commitment with respect to the quality management system by 

· Ensuring that quality policies and quality objectives are established for the quality management system and are compatible with the strategic direction of the organization.

· Ensuring the quality policy is understood and followed within the organization.

· Ensuring the integration of the quality management system requirements into the organization‘s business processes.

· Promoting awareness of the process approach.

· Ensuring that the resources needed for the quality management system are available.

· Communicating the importance of effective quality management and of conforming to the quality management system requirements and the requirements of services.

· Ensuring that the quality management system achieves its intended outcomes outputs.

· Engaging, directing and supporting persons to contribute to the effectiveness of the quality management system.

· Promoting continual improvement and innovation.

· Supporting other relevant management roles to demonstrate their leadership as it applies to their areas of responsibility.

(5.1.2) Leadership and Commitment with respect to the Needs and Expectations of Customers

Jaipuria Institute of Management, management has demonstrated leadership and commitment with respect to customer focus by ensuring that

· The risks which can affect conformity of services and Students/customer satisfaction are identified and addressed.

· Students /Customer requirements are determined and met.

· The focus on consistently providing services that meet customer and applicable statutory and regulatory requirements is maintained. 

· The focus on enhancing Students /customer satisfaction is maintained.

(5.2) Quality Policy
We, at JAIPURIA INSTITUTE OF MANAGEMENT STUDIES dedicate ourselves to provide Quality education to Student and Professional in order to develop them to be responsible and performing citizens, students, faculty, staff members and society at large.

We shall practice our value system and promote the culture of team spirit and competitiveness, equipped with best teaching practices and focused on all round development of students, faculty members and society at large.

We shall strive on continual improvements in all spheres of our activities and maintain Quality Management System with-in the framework of ISO 9001:2015 standard.
(5.3) Organizational Roles, Responsibilities and Authorities

Jaipuria Institute of Management, management has ensured that the responsibilities and authorities for relevant roles are assigned and communicated and understood within the organization. While assigning roles, responsibility and authority, top management has considered and ensured that

· The quality management system conforms to the requirements of this International Standard
· The processes are delivering their intended outputs.
· Reporting on the performance of the quality management system and on opportunities for improvement, in particular to top management.
· The promotion of customer focus throughout the organization.
· The integrity of the quality management system is maintained when changes to the quality management system are planned and implemented. 
Functional Responsibilities 

Director General

· Organizational Planning and Development

· Strategic Management Function

· Ensures that the Institute meets the stated and implied needs of all stakeholders.

· Ensures that the resources required are provided to all concerned, for effective Implementation of the Quality system.

· Looks after overall organizational management.

· Plan Future strategy for the growth of the organization.

· Provide overall directions and guidelines.

· Responsible for providing the necessary infrastructure 
Director

· Ensures implementation of the Institute’s quality policy.

· Ensures that the Institute meets the stated and implied needs of all stakeholders.

· Reviews the continued effectiveness of the documented Quality System including the objectives.

· Ensures that the resources required are provided to all concerned, for effective Implementation of the Quality system.

· Looks after overall organizational management.

· Plan Future strategy for the growth of the organization.

· Provide overall directions and guidelines.

· Responsible for providing the necessary infrastructure
Dean Administration

· Liaison with faculty in all student related matters.

· All students related records.

· All matters related to JIM.

· All Student Work, i.e. dealing, I-cards, examination works, record keeping etc. of all the students of JIM
· To monitor admission procedure

· To administer internal examination

· To do liasoning with respective government agencies

· Stamping of document

· Filing & preparing student file

· Any other matter that may be assigned
Dean Academics 

· Improvement of quality of Academics

· Proper and smooth conduct of classes

· Proper functioning of labs/workshops.

· Preparation of Academic Calendar.

· No classes are left unattended

· Review of student data updation process as required by JIM.

· Coordination with academic coordinators, timetable committee etc.

· Other academic administration work.

· Any other activity necessary to achieve the above objective

Director- Corporate Interface

· Ensuring adequate placement arrangement for students.

· Industry interface

· Industry visit

· Preparing students to face the interview board

· Preparing placement activity calendar

· Any other activity necessary to achieve the above objective.

· Any other area assigned from time to time
Housekeeping & General Administration

· Maintenance of Labs and Workshops.

· Maintenance of Hostel and Cafeteria.

· Maintenance of play ground, horticulture and landscaping.

· Transport & log books of the College buses and office vehicle

· Transport & log books of the hostel vehicle.

· AMC’s of all equipment other than labs and workshops.

· Log book and supply of Diesel for D.G. and boiler.

· Issuance and store of all sports equipment.

· Supervision over cafeteria.

· Electricity bill payments.

· Arrangement of Form-32 and general administration

· Any other matter that may be assigned
Controller of Examination

· All activities connected with Examination.

· Responsible for the smooth functioning of the session exams.

· Practical exams will be conducted properly.

· Timely submission of internal marks and correctly uploading of the marks.

· Arrangement for record keeping of JIM exams.

· Any other activity necessary to achieve the above objective.

· Any other area assigned from time to time.
(6.0) PLANNING  

(6.1) Actions to address Risks and Opportunities

(6.1.1)
Jaipuria Institute of Management has considered the issues, requirements and determines the risks and opportunities that need to be addressed to:

· give assurance that the quality management system can achieve its intended result(s)

· Enhance desirable effects

· Prevent, or reduce, undesired effects

· achieve improvement

(6.1.2)
The JIM has planned:

· actions to address these risks and opportunities

· how to

1) integrate and implement the actions into its quality management system processes

2) Evaluate the effectiveness of these actions
Quality Objectives

Jaipuria Institute of Management makes an endeavour to achieve sustained, profitable growth by providing services which consistently satisfy the needs and expectations of its customers through ACTION as framed below:

· Committing as an Institute towards the pursuit and realization of the mission and goals with proper planning and through monitoring of incentives and self-appraisal policies.

· To generate adequate financial resources and funds to sustain not only the achievement of current educational objectives, but also to provide for improvements in the foreseeable future.

· To make available adequate space and appropriate physical resources, including buildings, laboratories, equipment, material and other ancillary facilities.

· To put into practice computer student ratio of 1:2, with round the clock internet facility

· To add a minimum of fifty titles and five hundred volumes to the Library each year and to subscribe to four international and ten national level journals.

· To make the administrative policies and procedures, objective and transparent.

· Providing and creating an environment, which fosters not only the intellectual but also the personality development of its students through co-curricular, extracurricular and student welfare activities.

· Organizing two industrial visits per semester and a minimum of one seminar /workshop per year.

· Conducting one faculty development program per semester for the enhancement of faculty skills and qualification.

· The objectives of the institute are to evolve as a knowledge centre in education, Training, research and consultancy in various areas of Management and information Technology.

· To ensure that personality development Programme is organized for the students at least once a month

· To maintain student‘s academic satisfaction level at 8 on a measurement parameter of 1 – 10, with 10 being maximum.

(6.2.2) Quality Objectives and Planning to achieve them
(6.2.1) Jaipuria Institute of Management has established quality objectives at relevant functions, levels and processes needed for the quality management system.

The quality objectives:

· Be consistent with the quality policy

· Be measurable
· Take into account applicable requirements
· Be relevant to conformity of services and to enhancement of customer satisfaction

· Be monitored

· Be communicated

· Be updated as appropriate

(6.2.2) When planning how to achieve its quality objectives, the organization has determined:

· What will be done

· What resources will be required

· Who will be responsible

· When it will be completed
· How the results will be evaluated

(6.3) Planning of Changes

Jaipuria Institute of Management has determined the needs and opportunities for change to maintain and improve the performance of the quality management system.  
The organization has undertaken change in a planned and systematic manner, identifying risks and opportunities and reviewing the potential consequences of change.
(7.0) SUPPORT

(7.1) Resources

(7.1.1) General

Jaipuria Institute of Management has determined and provided the resources needed for the establishment, implementation, maintenance and continual improvement of the quality management system

JIM has considered:

· what are existing internal resources, capabilities and limitations. 
· which services are to be sourced.
(7.1.2) People

Jaipuria Institute of Management has determined and provided the persons necessary for the effective implementation of its quality management system and for the operation and control of its processes.
(7.1.3) Infrastructure

Jaipuria Institute of Management has determined, provided and maintained the infrastructure necessary for the operation of its processes and to achieve conformity of services.

Infrastructure can include:

· Buildings and associated utilities.
· Equipment, including hardware and software.
· Transportation resources.
· Information and communication technology.
(7.1.4) Environment for the Operation of Processes

Jaipuria Institute of Management has determined, provided and maintained the environment necessary for the operation of its processes and to achieve conformity of services.

A suitable environment can be a combination of human and physical factors

· Social (e.g. non-discriminatory, calm, non-confrontational)
· Psychological (e.g. stress-reducing, burnout prevention, emotionally protective)

· Physical (e.g. temperature, heat, humidity, light, airflow, hygiene, noise)

(7.1.5) Monitoring and Measuring Resources

Jaipuria Institute of Management has determined, provided and maintained the monitoring and measuring methods needed to verify conformity to services requirements and shall ensure that the methods are fit for purpose.
(7.1.6) Organizational Knowledge

Jaipuria Institute of Management has determined the knowledge necessary for the operation of the quality management system and its processes and to assure conformity of services and customer satisfaction. This knowledge has been maintained, protected and made available as necessary.

(7.2) Competence

Jaipuria Institute of Management has:  

· determined the necessary competence of person(s) doing work under its control that affects its quality performance 

· ensured that these persons are competent on the basis of appropriate education, training, or experience

· retained appropriate documented information as evidence of competence
(7.3) Awareness

Jaipuria Institute of Management has ensured that persons doing work under the organization’s control are aware of:

· the quality policy.

· relevant quality objectives.
· their contribution to the effectiveness of the management system, including the benefits of improved performance.

· the implications of not conforming with the management system requirements.

(7.4) Communication

Jaipuria Institute of Management has determined the internal and external communications relevant to the quality management system, including:

· On what it will communicate

· When to communicate

· With whom to communicate

· How to communicate

· Who Communicates

(7.5) Documented Information

(7.5.1) General
Jaipuria Institute of Management quality management system has included: 

· documented information required by this International Standard

· documented information determined by the organization as being necessary for the effectiveness of the quality management system.

(7.5.2) Creating and Updating

When creating and updating documented information, the Jaipuria Institute of Management has ensured appropriate:

· Identification and description (e.g. a title, date, author, or reference number)

· Format (e.g. language, software version, graphics) and media (e.g. paper, electronic)
· Review and approval for suitability and adequacy
(7.5.3) Control of Documented Information

(7.5.3.1) Documented information required by the quality management system and by this International Standard has been controlled through appropriate identification and document numbering to ensure: 

· it is available and suitable for use, where and when it is needed

· it is adequately protected (e.g. from loss of confidentiality, improper use, or loss of integrity). 

(7.5.3.2) For the control of documented information, the JIM has addressed the following activities, as applicable:
· distribution, access, retrieval and use, 

· storage and preservation, including preservation of legibility, 

· control of changes (e.g. version control), and 

· retention and disposition.

Documented information of external origin determined by the JIM to be necessary for the planning and operation of the quality management system has been identified as appropriate, and controlled.

(8) OPERATION 

(8.1) Operational Planning and Control

Jaipuria Institute of Management plan, implement and control the processes needed to meet the requirements for the provision of products & services, and to implement the actions determined in Clause 6, by:
· Determining the requirements for the products & services.
· Establishing criteria for

1) The processes

2) The acceptance of products & services
· Determining the resources needed to achieve conformity to the product and service requirements.
· Implementing control of the processes in accordance with the criteria.
· Determining, maintaining and retaining documented information to the extent necessary

1) To have confidence that the processes have been carried out as planned

2) To demonstrate the conformity of products and services to their requirements

Jaipuria Institute of Management controls planned changes and review the consequences of unintended changes, taking action to mitigate any adverse effects, as necessary.

Jaipuria Institute of Management will ensure that outsourced processes are the operation of a function or process of the organization by an external provider is controlled (see 8.4).

(8.2) Requirements for Products and Services

(8.2.1) Customer Communication

Communication with Customer is include

· Providing information relating to Products and services

· Handling enquiries, contracts, including changes

· Obtaining customer feedback relating to products and services, including customer complaints

· Handling or controlling customer property

· Establishing specific requirements for contingency actions, when relevant

Customer are communicated regarding the product information though letter, verbal and/ through                                                     phone & e-mail. If any amendments in enquiries, it will be communicated.
(8.2.2) Determining the Requirements for Products and Services

When determining the requirements for the products and services to be offered to customer, the Jaipuria Institute of Management ensures that
· The requirements for the products and services are defined, including

1) Any applicable statutory and regulatory requirements
2) Those considered necessary by the organization
· The organization can meet the claims for the products and services it offers.

· Any additional requirements considered necessary by the organization.

(8.2.3) Review of the Requirements for Products and Services

(8.2.3.1) This Section describes Institute's policy with regard to review of all contracts. This review shall be conducted prior to the organization’s commitment to parents to provide quality academic education to their children.

The Institute has established a systematic review of each process and admission formalities entered into. The procedure contains provisions to ensure that 
· The Student's requirements are adequately defined and documented;
· The Institute has the capability to meet Student's requirements;   
· Differences if any, are suitably reviewed and are resolved/amended as agreed with their parents; 
· Statutory and regulatory requirements related to the education imparting activities; and
· Negotiated contracts are suitably communicated to all concerned
 (8.2.3.2) Jaipuria Institute of Management will retain documented information, as applicable
· On the results of the review
· On any new requirements for the products and services.
(8.2.4) Changes to Requirements for Products and Services

Jaipuria Institute of Management will ensure that relevant documented information is amended, and that relevant persons are made aware of the changed requirements, when the requirements for products and services are changed.

(8.3) Design and Development of Products and Services

Not Applicable
(8.4) Control of Externally Provided Processes, Products and Services
(8.4.1) General

Jaipuria Institute of Management ensures that externally provided processes, products and services conform to requirements.

JIM will determine the controls to be applied to externally provided processes, products and services when:
· Products and services from external providers are intended for incorporation into the organization’s own products and services.

· Products and services are provided directly to the customer(s) by external providers on behalf of JIM.

· A process, or part of a process, is provided by an external provider as a result of a decision by the JIM.

Jaipuria Institute of Management will determine and apply criteria for the evaluation, selection, monitoring of performance, and re-evaluation of external providers, based on their ability to provide processes or products and services in accordance with requirements. The JIM will retain documented information of these activities and any necessary actions arising from the evaluations.
(8.4.2) Type and Extent of Control

Jaipuria Institute of Management ensures that externally provided processes, products and services do not adversely affect the organization’s ability to consistently deliver conforming products and services to its customer
Jaipuria Institute of Management  
· Ensure that externally provided processes remain within the control of its quality management system.
· Define both the controls that it intends to apply to an external provider and those it intends to apply to the resulting output.
· Take into consideration

1) The potential impact of the externally provided processes, products and services on the organization’s ability to consistently meet customer and applicable statutory and regulatory requirements.
2) The effectiveness of the controls applied by the external provider.
· Determine the verification, or other activities, necessary to ensure that the externally provided processes, products and services to meet requirements.

(8.4.3) Information for External Providers

Jaipuria Institute of Management ensures the adequacy of requirements prior to their communication to the external provider.
Jaipuria Institute of Management communicates to external providers its requirements for:
· The processes, products and services to be provided
· The approval of

1) Products and services

2) Methods, processes and equipment

3) The release of products and services

· Competence, including any required qualification of persons.
· The external provider’s interactions with the organization.

· Control and monitoring of the external providers performance to be applied by the organization.
· Verification or validation activities that the organization, or its customer, intends to perform at the external providers premises.
(8.5) Academic Service Provision

(8.5.1) Control of Academic Services Provision
Only to the extent of Student satisfaction from teaching methods.
Validation for Processes: As the Institute is affiliated to AICTE (All India Council for Technical Education), Ministry of HRD, and Government of India and before giving the affiliation they lay down their standard requirements for the affiliation and inspect the Institute as per their norms if they find it satisfied they grant it for normal affiliation period. Hence the AICTE (All India Council for Technical Education), Ministry of HRD, and Government of India validates all the processes.
(8.5.2) Identification and Traceability

The objective is to ensure that all Students and their data and records are identifiable during commencement of course and after the completion of course.

The enrollment number, which is an identification of traceability, is given to each and every student as soon as he/she gets admission in the Institute. The enrollment number is maintained in records at all stages of academic activities.

All the records and data of the student are maintained with the enrollment number.
(8.5.3) Property Belonging to Customer 
Applicable to the extent of safety and security of the students from the time of their pick up from home by the Institute bus till they are dropped to their homes and in Institute timings when they are present. The Institute has stringent safety and security policies for students.
(8.5.4) Preservation

Product here means the mark sheets and other such documents (as applicable), of the students. 

The objective is to establish a system to ensure avoidance of damage, protection, handling, storage, preservation, and easy accessibility of mark sheets and other such documents.

Due care is exercised during identification, handling, storage, preservation and delivery of these documents to the students. 

Suitable storage areas have been provided for such documents. A system has been laid down for 

· Authorizing receipt and issue of such documents, 

· Preservation and marking of the documents, wherever required

 (8.5.5) Post-Delivery Activities
Where applicable, the JIM will determine and meet requirements for post delivery activities associated with the nature and intended lifetime of the products and services.  

The extent of post delivery activities that are required will take account of 

· The risks associated with the products and services,
· Customer feedback, and 

· Statutory and regulatory requirements.
(8.5.6) Control of Changes

Jaipuria Institute of Management reviews and control changes for service provision, to the extent necessary to ensure continuing conformity with requirements.
Jaipuria Institute of Management retains documented information describing the results of the review of changes, the person(s) authorizing the change, and any necessary actions arising from the review.

(8.6) Release of Products and Services
Jaipuria Institute of Management implement planned arrangements, at appropriate stages, to verify that the product and material requirements have been met.

The release of products and services to the customer shall not proceed until the planned arrangements have been satisfactorily completed, unless otherwise approved by a relevant authority and, as applicable, by the customer.
Jaipuria Institute of Management retains documented information on the release of products and services. The documented information is include
· Evidence of conformity with the acceptance criteria

· Traceability to the person(s) authorizing the release

(8.7) Control of Nonconforming Outputs

The JIM will ensure that products and services which do not conform to requirements are identified and controlled to prevent their unintended use or delivery that will have a negative impact on the customer. 

The JIM will take actions (including corrections if needed) appropriate to the nature of the nonconformity and its effects. This applies also to nonconforming products and services detected after delivery of the products or during the provision of the service. 
When the nonconforming products and services have been delivered to the customer, the JIM will also take appropriate correction to assure that customer satisfaction is achieved.  

Appropriate corrective actions shall be implemented (see 10.1)  

The appropriate actions can include: 

· segregation, containment, returning and suspension of provision of products and services; 

· informing the customer as appropriate; and

· obtaining authorization for repair, regrade, use as it is, release, continuation or re-provision of the service, acceptance under concession. 

When the nonconforming products and services are corrected it will be subject to re-verification to demonstrate conformity to the requirements. 

Documented information describing the nature of nonconformities and any subsequent actions taken, including concessions obtained, will be maintained.
(9) PERFORMANCE EVALUATIONS
(9.1) Monitoring, Measurement, Analysis and Evaluation

(9.1.1) General

The Jaipuria Institute of Management will determine take into consideration the determined risks and opportunities and will: 

· Determine what needs to be monitored and measured in order to:

1) Demonstrate conformity of products and services to requirements, 

2) Evaluate the performance of processes (see 4.4),  

3) Ensure conformity and effectiveness of the quality management system, and  

4) Evaluate customer satisfaction; and 

· Evaluate the performance of external provider(s) (see 8.4); 

· Determine the methods for monitoring, measurement, analysis and evaluation, as applicable, to ensure valid results; 

· Determine when the monitoring and measuring shall be performed;

· Determine when the results from monitoring and measurement shall be analysed and evaluated; and 

· Determine what performance indicators of the quality management system are needed. 

The JIM will establish processes to ensure that monitoring and measurement can be carried out and are carried out in a manner that is consistent with the monitoring and measurement requirements. 

The JIM will retain appropriate documented information as evidence of the results. 

The JIM will evaluate the quality performance and the effectiveness of the quality management system. 

(9.1.2) Customer Satisfaction

Jaipuria Institute of Management monitors customer perceptions of the degree to which their needs and expectations have been fulfilled. JIM determines the methods for obtaining, monitoring and reviewing this information.
JIM has primary responsibility for Customer Satisfaction as one of the measurement of the Quality Management System and as to whether the organization has met customer requirements. Customer satisfaction shall include collection of authentic data, frequency and validity of analysis. The trend and major elements affecting customer satisfaction and key indicators of customer dissatisfaction will be monitored supported by objective evidence. Wherever data available, level of customer satisfaction will be compared with those of our competitors & relevant action plan will be evolved. A customer satisfaction analysis survey will be conducted in a particular fixed time period. Review of customer satisfaction will be taken by top management during Management Review Meeting.

(9.1.3) Analysis and Evaluation

Jaipuria Institute of Management analyzes and evaluates appropriate data and information arising from monitoring and measurement

The results of analysis are used to evaluate:
· Conformity of products and services

· The degree of customer satisfaction;

· The performance and effectiveness of the quality management system;
· If planning has been implemented effectively;

· The effectiveness of actions taken to address risks and opportunities;

· The performance of external providers;

· The need for improvements to the quality management system

(9.2) Internal Audit

The purpose is to ensure that quality activities comply with the planned arrangements and thus determine the effectiveness of the Quality Management System.
The Manage​ment Representative is responsible for:

Planning and organizing audits at works depending on the importance and the extent of the activity concerned and the results of the previous audits. The internal quality system audits as per schedule are to be carried out at least once in SIX Months period and at least 02 times during a year.
Manage​ment Representative also ensures that the trained auditors are involved in quality system audit to ensure objectivity of the auditing processes and are not directly responsible for the area under audit. The results of the audit are documented in specified format to record non conformances in product / process and work practices and brought to the notice of person responsible for the area audited, who in turn shall take appropriate corrective actions within agreed time limit and ensure removal of deficiencies observed. Follow up the effectiveness of the corrective action taken.

The effectiveness of identified corrective action against any such internal audit findings are verified by the Manage​ment Representative prior to subsequent management review meeting and recorded.

Manage​ment Representative is responsible for ensuring that non-conformances observed during Internal Auditing are closed by appropriate corrective action implementation in a defined period. Manage​ment Representative identifies and marks the corrective actions needing confirmation for their effective implementation and also arrange for the verification in subsequent audits or follow up audits will be planned.

(9.3) Management Review

(9.3.1) General
Top management of Jaipuria Institute of Management reviews the organization’s quality management system, at planned intervals, to ensure its continuing suitability, adequacy, effectiveness and alignment with the strategic direction of the JIM. Management review will be conducted and by Director once in SIX Months to ensure continuing suitability & effectiveness in satisfying the requirements of ISO 9001:2015 and the stated quality policy and objectives.

The Management Review will include all elements of the entire quality system as detailed in procedure and schedule for the Management Review is described in QPM.
Records of Management Review Meetings shall be maintained by Manage​ment Representative.

The Director during review will assess opportunities for improvement and the need for changes in Quality Management System, including the Quality Policy and Quality Objectives.
(9.3.2) Management Review Inputs

The management review is planned and carried out taking into consideration:
· The status of actions from previous management reviews.

· Changes in external and internal issues those are relevant to the quality management system.
· Information on the performance and effectiveness of the quality management system, including trends in:

1) customer satisfaction and feedback from relevant interested parties
2) the extent to which quality objectives have been met

3) process performance and conformity of products and services

4) nonconformities and corrective actions

5) monitoring and measurement results

6) audit results

7) the performance of external providers
· The adequacy of resources;

· The effectiveness of actions taken to address risks and opportunities (see 6.1);

· Opportunities for improvement
(9.3.3) Management Review Outputs

The outputs of the management review shall include decisions and actions related to:

· Opportunities for improvement

· Any need for changes to the quality management system

· Resource needs.

The Jaipuria Institute of Management retains documented information as evidence of the results of management reviews.

(10) IMPROVEMENT
(10.1) General

Jaipuria Institute of Management determines and selects opportunities for improvement and implements any necessary actions to meet customer requirements and enhance customer satisfaction. These include:
· Improving products and services to meet requirements as well as to address future needs                                                              and expectations.
· Correcting, preventing or reducing undesired effects;

· Improving the performance and effectiveness of the quality management system.
· Improvement is including correction, corrective action, continual improvement, breakthrough change, innovation and re-organization.
(10.2) Nonconformity and Corrective Action

(10.2.1) 

When nonconformity occurs, including any arising from complaints, all nonconformities relating to product, process and quality system are investigated & the results are recorded. While investigating causes of non-conformances & deciding corrective actions, the team identifies other situations where same or similar non conformance can occur.

Corrective actions for nonconforming products and processes, detected in the organization are recorded, analyzed, reviewed and necessary actions are taken. This will be the responsibility respective process In-charge. The corrective action and preventive measures are implemented and their effectiveness is monitored.
The details are as described in the procedure QPM.
Corrective actions are taken on customer complaints, by analyzing the causes of the complaints and taking suitable action to prevent their reoccurrence.

The effectiveness of the identified corrective action is monitored through customer feedback and also the customers are kept aware of the corrective actions initiated, with each identified corrective action.

(10.3) Continual Improvement

Jaipuria Institute of Management continually improved the suitability, adequacy and effectiveness of the quality management system.

Jaipuria Institute of Management considers the results of analysis and evaluation, and the outputs from management review, to determine if there are needs or opportunities that shall be addressed as part of continual improvement.
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