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Introduction 
 

Business Objective 

 

The principal business objective of Medserv Limited as summarized from its constitutional documents, are: 

 

¶ To provide the onshore and offshore petroleum industry with a fully comprehensive logistical 

support and service base. 

¶ To participate in all activities related to the above, including but not limited to, the maintenance, 

assembly, repair, handling, storage, and transhipment of related goods, boats and equipment 

both within the Maltese economic zone and elsewhere. 

¶ To ensure that the Companyôs structure is such that, at all times,  clients have the comfort and 

knowledge that they will find assistance to complete work within the time frames established  

and the levels expected.  

   

Departmental Objectives 

 

¶ Purchasing ï To ensure that purchased goods and services are delivered in accordance with 

client expectations in regard to specification, quality, timing and pricing.  To gain full 

understanding of client requirements and to assist clients in meeting these through provisions, 

accurate and timely agency services.  To ensure a good quality level of products/services are 

provided by vendors. 

¶ Operations (Yard/Quay Sections) ï To ensure that yard employees are motivated and trained 

at all times to render top quality services to clients in a speedy manner when handling their 

materials at Medservôs facilities.  To ensure that plant and equipment is kept in good working 

order at all times in support to clientsô requests.  To ensure that sub-contractors are up to the 

standards required by clients. 

¶ Freight Handling Section ï To assist clients with the import/export customs procedures in 

Malta.  To ensure also that subcontractors render top quality services in a timely manner 

acceptable to clients. 

¶ Expatriates Section ï To assist and handle expatriates with all their needs while in transit in 

Malta. 

  

Husbandry Objectives 

 

Management is to ensure that the nature of activities and services provided to clients are in accordance with 

clientsô expectations in regard to specification, quality, timing and pricing. 

 

 

The Overall Process 
 

The overall process through which Medserv services are delivered to their clients is described in the flow chart 

on the next page. 
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1. Quality Policy 
 

It is the policy of Medserv to always conform to the requirements of our customers, irrespective of how 

challenging and demanding they are. 

 

We see quality as a means of fulfilling our customersô needs and expectations and also as a means of fulfilling 

our obligations to all stakeholders, customers, employees, suppliers and the community in general. 

 

To ensure such commitment to quality, Medserv will: 

 

¶ Implement, maintain and improve, continuously and effectively,  its quality system 

¶ Continuously and systematically improve the quality of our service to all our customers 

¶ Keep our employees motivated through information and training in all aspects of quality 

¶ Ensure that all employees are fully committed to quality management policy and objectives 

¶ Ensure that all complaints and claims are clarified to the customersô satisfaction 

¶ Ensure that the companyôs quality driven operations are conducted with fullest consideration     

      to health, safety and environmental factors 

¶ Ensure that our relationship with our suppliers is a positive one and that it gives fullest  

      attention to quality in supply and servicesô delivery 

¶ Ensures that our relationship with Government and other Authorities is always an open and  

      harmonious one that is conducive to the delivery of quality service to our customers 

¶ Ensure that Medserv is committed to contributing economically and socially to the  

      community in which it operates. 

 

Company Quality Objectives 

 

The Quality Objective of the Company is to ensure that: 

 

¶ Clientsô satisfaction is sustained at maximum level. 

¶ Clients complaints are kept to minimum and that customer concerns are satisfied within a 

maximum of (5) working days. 

¶ To meeting deadlines for services rendered and retaining complete relevant records on file at 

each respective Department/Section. 

¶ Company Quality objectives are monitored and measured on regular basis by the Top 

Management. 

 

Achievement of these objectives is monitored by statistics compiled either by Management or from 

questionnaires handed out to clients. 
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2. Quality Planning 
 

1. Department Quality Objectives 

 

Each principal function within the business has established quality objectives which have a link to the 

Company Quality Policy.  These objectives are subject to annual review by the Managing Director and the 

senior management team of Medserv Limited. 

 

The principal functional areas are: 

¶ Yard Services 

¶ Procurement 

¶ Husbandry Services 

¶ Expatriates Services 

¶ Base Facilities  

 

2. Company Quality Plan 

 

A Quality Plan identifying the principal monitoring and quality improvement activities to be carried out during 

the following period is prepared for review at Management Review meetings. 

 

 

3. Resources 

 

Where resources are required for the achievement of quality objectives these will be discussed and, if 

approved, they will be allocated by the Managing Director. 
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3. Organisation Chart 
 

The following organisation chart and list of responsibilities illustrate the lines of communication and 

accountability within the company in compliance with BS EN ISO 9001:2000 Requirement 5.5.1  

 

Quality System Control 

 

The Secretary to the Board is the appointed Management Representative and Quality Coordinator responsible 

for the day to day control of the Quality System and for the reporting to Senior Management on its 

implementation, performance and effectiveness. 

Organisational Chart, September 2009 
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4. Quality System 
 

The Company has devised and documented a Quality Management System which complies, where applicable, 

with the requirements of BS EN ISO 9001:2000.  The scope of the Quality Management System covers the 

provisions of logistical support in Malta for the Oil and Gas Industries. 

 

The various component parts of the Quality Assurance System are detailed within this manual.  The Quality 

Assurance Policy Manual has been approved by the Managing Director and is issued under his signature.   

 

The system also comprises operating procedures implemented within the company which are described in the 

Quality Assurance Procedures Manual (QAPROM) and Department Operating Manuals (DOPM).  Adherence to 

these procedures by all staff is mandatory and any modifications and changes should only be effected after 

proper review and authorisation by the designated review authority. 

 

Quality Assurance Manual 

 

The purpose of this Quality Assurance Manual and its associated procedures is to: 

 

¶ Define all aspects of the Quality Management System, 

¶ Give instructions and guidance to all employees whose activities may impinge on    the quality of 

our service standards, 

¶ Establish objective standards to assess whether our work conforms to contractual and 

regulatory requirements. 

 

The nature of quality assurance makes it impossible for this Manual to be fully comprehensive.  The company 

publishes it in the knowledge that, in the long run, the quality of its products and its good name depends on the 

everyday actions of those in its employ. 

 

No deviations or alternatives are permitted without prior authorisation from the Managing Director. 
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The Quality Assurance Manual is compiled in three sections: 

 

Section I - Quality Assurance Policy Manual (QAPM) 

 

This Quality Assurance Policy Manual (QAPM) provides a guide to the quality management system 

and methods which have been implemented throughout the company.  It has been designed for the 

information of all personnel within the company. 

 

This manual contains a statement of the Company Policy related to quality.  It is intended to ensure 

that the company meets its stated objective of conformance to the requirements of BS EN ISO 9001: 

2000 and of its customers. 

 

The Quality Assurance Policy Manual defines the overall means and the methods by which this may 
be achieved.  Throughout this manual references are made to procedures which give more detailed 
information of specific aspects of the company's operations. 

 

Section II - General Procedures Manual (GPROM) 

 

The General Procedures Manual (GPROM) consists of documented procedures which define the 
activities and responsibilities of all personnel who are involved with administering the Quality 
System's requirements. It also describes processes which are non department specific and which 
maybe applied right across the Company.  The GPROM is available for inspection by all personnel.  
Such procedures are restricted to distribution solely within the company and are not to be issued to 
any outside organisation. 

 

Section III  Each department or function has its own detailed Operating Procedures (DOPM), the master of 

which is held on the Company Computer system in the ISO 9001:2000 folder.  This is available to all 

staff on a read basis only.   One copy of the Operating Manual for each department is held in the 

Quality Office. 

 

Section IV Individual responsibilities are set out in the Job Description appropriate to each role where the role 

has a material impact on the quality of service provided to the Customer. 
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Quality Assurance Policy Manual Distribution  

 

One master hard copy of the Quality Assurance Policy Manual is held in the Quality Office. 

 

Individual sections of the Quality Assurance Policy Manual are included in Departmental Manuals. 
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5. Control of Documents  
 

All Quality documents within the company are controlled by being referenced.  Pertinent documents are 

available at all locations where operations essential to the effective functioning of the Quality Management 

System are performed. 

 

Where appropriate, documentation is issue controlled.  Where this is not possible the documentation is clearly 

identified as being "uncontrolled" and is not used as an operational document.  All obsolete documentation is 

promptly removed from the system and destroyed by the appropriate company management. 

 

The master of each controlled document is held in the ISO 9001:2000 folder in the company computer system.  

A hard copy is held in the Quality Office. 

 

          Approval and Issue 

 

Documentation is reviewed for accuracy/ completeness/ clarity and is approved by authorised personnel from 

the Management.  The Quality Office controls the issue status and distribution of such documents. 

 

The preparation, issue and control of this manual and other quality documentation shall be the direct 

responsibility of the Quality Co-ordinator 

 

          Changes and Modifications 

 

No changes or modifications are implemented, unless they have been reviewed and approved by the 

appropriate department or personnel. 

 

Applications for changes or modifications are processed through the issuing department, using the company 

change control procedure.  Applications include all pertinent background information, which may be used by the 

approval authority as the basis for their review and approval. 

 

          Access 

 

All staff have óreadô access to all Quality Policies, Procedures and Forms on in the ISO 9001:2000 folder but 

ówriteô access is strictly password controlled. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
  

      
 

 

 

 

 
 

12 

 6. Control of Quality Records 
 

Records are retained to provide objective evidence of conformance to requirements and serve to: 

¶ Demonstrate that the service offered meets the client's requirements. 

¶ Demonstrate the effective operation of the quality system. 

¶ Provide a history of provision which shall be available for future reference. 

 

Such records, and the means by which the effectiveness of the procedures which affect clients are evaluated, 

are retained and made available for review and evaluation for at least three years.    Records are filed in each 

department unless otherwise stipulated in the Procedures' or Operating Manuals. 

 

All records are legible and identifiable, where applicable, to a specific client or employee.  They are readily 

retrievable and stored and maintained in facilities that provide a suitable environment to minimise damage or 

deterioration and prevent loss.  Such records may pass from the working files into a designated area for 

storage. 

 

At the company's discretion, records are maintained by a combination of hard copy and computer storage.  

Where records are stored on the computer, the integrity of the system is assured and controlled by authorised 

personnel, who alone have passwords.  Records include appropriate data pertaining to: 

¶ Clients 

¶ Equipment/Property 

¶ Customer Satisfaction 

¶ Complaints from clients 

¶ Corrective and preventive action 

¶ Staff training  

¶ Internal systems audits and management review 

 

Authority for Disposal 

 

The Manager of a specified department or function is authorised to dispose of that department's/function's 

records at the end of the stipulated period. 
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Management Review 

 

The quality management system within the company is periodically and systematically reviewed by a senior 

management team including the Management Representative, whose responsibility is to report on the current 

performance of the Quality Management system including any areas for improvements.  

 

The objective is to ensure that the system continues to be effective in: 

 

¶ Meeting company aims and objectives 

¶ Achieving the Company quality policy 

¶ Meeting the requirements of ISO 9001:2000 

 

It is also intended to identify and address any areas where the system may be ineffective or conflict with the 

practical operating requirements of the Company. 

 

The management review takes the form of bi-annual meetings which take place every six months or as near to 

that interval as may be practically possible. 

 

At these meetings: 

 

¶ The Company Quality Policy and Objectives are reviewed for continuing relevance 

¶ Records of inspections, internal audit, external audit and corrective/ preventive action are 

reviewed 

¶ Customer feedback including records of complaints are monitored 

¶ The results of action recommended at the previous meeting are reported and reviewed 

¶ Any trends or reports indicating opportunities for improvement, in either the quality system or the 

service provided, are assessed 

¶ Any changes that could affect  the quality management system 

 

Where appropriate, a quality plan is prepared. 

 

A record of each review meeting in the form of minutes is retained for at least one year. 

 

Recommendations for modifications or improvements to the quality system are processed by the Quality Co-

ordinator and monitored through the internal audit system. 
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Responsibilities 

 

It is the responsibility of the Managing Director to ensure that the Quality System is reviewed bi-annually. 

 

It is the responsibility of the Quality Co-ordinator to: 

 

¶ Prepare an appropriate agenda 

¶ Ensure that all relevant information is available to the nominated review team 

¶ Prepare and circulate minutes of the meeting 

¶ Ensure that recommended actions are completed 
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8. Human Resources 
 

Core competencies required by all staff are well established and all personnel whose activities affect the quality 

of service to the client are suitably trained. As at the launch of the Quality System all Personnel performing 

specific assigned tasks within the company are considered to be qualified on the basis of appropriate education, 

training and/ or experience. 

 

The company identifies staff training needs through the normal reporting structure and institutes the appropriate 

training programmes either internally or externally. 

 

All new staff are subject to induction training which includes awareness of: 

 

¶ The Company Quality Policy and Objectives 

¶ The Quality Objectives of their Department / function 

¶ Their individual role and the impact of their actions on the achievement of the objectives 

 

Line managers are responsible for ensuring that training records for all their staff are accurate and up to date.  

These records are held in the appropriate personnel files in the office of the Executive Secretary to the 

Directors. 
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9. Infrastructure 
 

Office accommodation, equipment, hardware and software suitable to the function being performed are 

provided for central administrative staff. 

 

The Company provides premises, plant and equipment required for the effective delivery of its services.  These 

are subject to ongoing maintenance programmes to ensure their continuing suitability for a purpose and to make 

sure that their standard is to the level expected by the Company and its clients. 

 

Additionally the Company rents quays and adjacent operating space when providing its services to its clients. 

 

         Work Environment 

 

The Company constantly strives to provide a safe working environment for its staff and clients personnel.  It 

complies with all legal, health and safety requirements. 

 

A Health and Safety Policy is in place.  This is communicated to all staff and adherence to this is mandatory.  

Any health and safety issues arising are addressed as a matter of urgency. 
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Preventive Maintenance Plan 

 

It is company policy to ensure that a comprehensive programme of preventive and ongoing maintenance is 

carried out on all company machinery and equipment in order to ensure its continued suitability for purpose. 

 

It is the responsibility of the appropriate Head of Section to ensure that all equipment under his control is 

maintained correctly and at the designated intervals.   

 

We operate a computerized control system to ensure that all equipment due for maintenance is serviced at the 

required intervals and to maintain records of any interim work undertaken/ repairs carried out. It is the 

responsibility of the appropriate Head of Section to ensure that all ongoing and preventive maintenance activity 

is properly and fully recorded. 

 

We ensure that annual inspection and testing of the Yard Fleet is carried out as laid down by Maltese Laws. 

 

The company employs trained Mechanics to carry out both preventive and ongoing maintenance of its Yard 

Fleet, Equipment and Bulk/Mud Plants so as to ensure a continuous flow of operations.   

 

Where a training need is identified for either mechanics or other maintenance staff either through the normal 

process of line management or through the introduction of new equipment it is company policy that the need is 

addressed without undue delay. 

 

Where appropriate, due to the specialized nature of the equipment concerned, the company employs competent 

and approved sub contractors to carry out the required maintenance or repair programmes. 
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10. Customer Related Processes 
 

1.  Identification of Client Requirements 

 

Procedures are in force, which ensure that clientsô requirements are fully understood and recorded to ensure 

that they are provided with the appropriate service. 

 

Process 

 

Clients may request services either by calling personally at the Company premises, by telephone, email, fax 

or in writing.  The Directors, Secretary to the Board and the General Manager are authorised to negotiate 

contracts, receive and implement customer instructions.  Line Managers and Head of Sections are also 

authorised to receive and implement customerôs instructions. 

 

Requests for the provision of services will only be accepted if in the view of the appropriate management the 

Company is capable of satisfying the expressed need.  

 

2.  Review of Customer Requirements 

 

Amendments to contract are only undertaken following consultation between the client and the appropriate 

Manager. 

 

Procedures exist to control the way that contract amendments are recorded before a service is provided. 

 

3.  Customer Communication 

 

Each client is provided with a list of appropriate contacts within the Company who may be approached to 

address specific needs. 

  

Feedback from customers on the quality of services provided is achieved via periodic customer surveys. 

 

Customer complaints will be recorded and dealt with via the central complaints system (see Section T of this 

manual). 

 

4. Customer Care & Services 

 

The company has committed itself to ensure that all relevant employees having customer contact: - 

 

¶ Are fully conversant with the services offered to its Clients, including all relevant conditions and 

contractual obligations due to the customer. 

¶ Are fully conversant with Company policies, systems, lines of communications and 

authorities/responsibilities. 

¶ Have the ability to work with Medserv information systems. 

¶ Work within a team to plan and deliver operations and services as required by Clients. 

¶ Sufficiently knowledgeable to be able to deal with different ad-hoc problems and requests from 

Clients. 

¶ Keep up to date records of all services provided to clients. 

¶ Abide by all Company set policies. 
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¶ Demonstrate responsibility by looking after Company equipment and Clientsô equipment held in 

the custody of the Company. 

¶ Offer advise and information to clients. 

¶ Obtain and forward to Management Customersô feedback on contractual, general services and 

satisfaction levels. 

¶ Assist Clients when filing complaints and ensure that shortages are not repeated. 
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        11. Design and Development 
 

The Company does not undertake Design and Development activities. 
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          12. Purchasing 
 

It is recognised that clients' impressions of the company and its services may be adversely affected by the 

provision of poor or substandard materials and/or equipment. Those personnel who are responsible for 

purchasing, goods, equipment or services on behalf of clients or for the provision of its services are also 

required to carry out an evaluation of the performance of the suppliers in providing goods/services of a 

consistent quality.  The company maintains a register of preferred suppliers, known to the company, who have 

provided goods of high quality and a reliable service.  A record of the quality performance of suppliers and sub-

contractors is held by each respective section providing the service and maintained for reference purposes. 

 

All relevant data relating to a purchase is recorded; the product/services ordered are clearly defined.  A 

purchase order is only released, when reviewed to check that all requirements have been adequately specified, 

and authorised. 

 

         Receiving Inspection 

 

All products/equipment purchased are inspected on arrival, before use, to check for any obvious damage or 

defects. 

 

A record of this inspection is maintained. 

 

Feedback on suppliers' non-conformance at the point of use is monitored and records are retained in the 

Purchasing Department. 
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13. Service Provision 
 

As soon as a clientôs request for service is received the appropriate Manager will determine the availability of the 

relevant resources including suitable equipment, manpower and space.  Only appropriate skilled personnel are 

allocated for each task.  The use of these resources is planned into the Company work schedule. 

 

Where it is appropriate, to the accurate consistent performance of a task, work instructions are provided. 

 

The provision of services is monitored to ensure quality standards specified by the Company are achieved. 

 

          Sub-Contractors 

 

Where, in order to satisfy clientôs requirement it is necessary to involve a specialised sub-contractor.  The 

standard of service provided will be monitored and recorded. 

 

          Monitoring and Measurement 

 

Completion of services are monitored and measured by the respective Heads of sections providing the service. 

 

          Delivery of Service 

 

Customer accepts delivery of service either in writing or on verbal basis depending on the nature of service 

being rendered. 
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14. Validation of Processes for Production and Service Provision 
 

There are no processes in use within the organisation where the resulting output cannot be verified by 

subsequent monitoring or measurement.  There is therefore no opportunity for validation of such processes. 
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15. Identification and Traceability 
 

All data recording, related to such jobs, are kept in support to clientsô needs. 

 

Details of services provided to clients are traceable through Company records as is information on the source of 

any materials used and/or sub-contracted services involved. 
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16. Customer Property and Preservation of Product 
 

Whilst clientôs property is held on Company or rented premises it is identifiable to its owners and its location is 

known to all appropriate personnel. 

 

Such property is placed in a location appropriate to its proper preservation. 

 

Equipment is handled in the appropriate manner to avoid damage to clientôs property and maintain its integrity. 

 

Customer is informed in writing if any of his property is lost, damaged or otherwise found to be unsuitable for 

use.  In the event that customer is not represented at the Base he will be asked for further instructions about 

what to do with the damaged material.  Record of such occurrences will be kept by the respective 

department/section providing the service. 

 

Sub-contractors, who are engaged to move clientôs property from one location to another, are selected on the 

basis of their established record of safe handling. 
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        17. Control of Measuring and Monitoring Devices 
 

This is no longer required as the 50 ton Load cell has been sold. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
  

      
 

 

 

 

 
 

27 

18. Measurement and Monitoring 
 

It is company policy to monitor the effectiveness of the service provided to ensure customer satisfaction.  It is 

also the policy of the company to monitor the performance of company personnel regularly, to ensure the 

highest standards are always maintained in meeting deadlines, keeping records and movements of the works 

requested by customer. 

 

Regular contact with customer is maintained to ensure that any causes of dissatisfaction are addressed and 

rectified. 

 

Customer satisfaction surveys are carried out from time to time and the results are analysed, recorded and 

reported to senior management.  Customer Satisfaction Questionnaires are handed out to customerôs 

representatives, at the Base, upon the termination of the contract of service when this falls before the end of the 

calendar year.   Other customers are contacted via email or fax. 

 

Regular monitoring of the Company Quality Objectives by the Top Management is enforced. 
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19. Internal Quality Audits 
 

An Internal Quality Audit is the examination of a part or all of the Company's Quality Management System.  This 

is carried out by trained personnel, independent of the activity being audited. 

 

Internal quality audit is the means by which the company monitors the effectiveness of its systems and 

procedures at an operational level.  A programme of internal audits is established to ensure that all areas of the 

company are subject to audit by trained auditors.  The objective is to monitor adherence to documented 

procedures and to the ISO Standard. 

 

Where working practices are found to deviate from documented procedures, these are notified to the 

appropriate department/function manager.  Then a timescale for corrective action is established.  The 

effectiveness of any corrective action may be monitored by follow-up audits.  Records of internal audits are 

retained and are subject to management review. 
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20. Control of Non-Conforming Product 
 

A non-conformity is any item, event or activity that fails to meet expectations or to comply with procedures. 

 

Procedures exist to identify any service, equipment or product that does not conform to Company Standards or 

customers' requirements. 

 

Any member of staff may identify that non-conformity has occurred and should report it to the line manager.  

Action taken will be recorded.  

 

Non-conformity can also be identified and auctioned through the internal audit process.   

 

A process exists to record and address any customer complaints. 
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21. Analysis of Data for Improvement 
 

The results of monitoring activities are recorded and reviewed at a senior level within the Company.  These 

include: 

¶ Customer satisfaction with services provided 

¶ Complaints 

¶ Internal audits 

¶ External audits 

 

Where trends or opportunities for improvement are identified, the data may be used as a management tool to 

effect and monitor change. 

 

The Company is small enough for there to be a constant communication pattern between the General Manager, 

who is responsible for all Service Provision, the Line Mangers, Heads of Sections and the Board of Directors.   

 

Any failure to provide the service standards expected is discussed at the time.  The customer is informed and 

appropriate action is taken. Records are retained of any instances occurring.   

 

Preventive action will be taken to avoid recurrence where this is appropriate.  The Quality Controller will be 

informed of both Corrective and Preventive Action taken for recording in the system register which will be 

reviewed on monthly basis by the Quality Controller.   

 

Any such occurrences will then be reported at Management Review. 
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22. Corrective Action 
 

In the case of a customer complaint the Managing Director in liaison, where appropriate, with line managers or 

other senior personnel, ensures that action is taken by the relevant department or individual, to investigate the 

cause and remedy it, if possible, to prevent recurrence. 

 

Action taken is monitored to ensure its effectiveness.  This is also recorded and analysed periodically.  Aspects 

of non-conformity within the Quality Management System which may be identified include: 

 

¶ Processes 

¶ Work operations 

¶ Quality records 

¶ Customer complaints 

 

Procedures are established to agree, implement and record any changes that have to be made to procedures 

resulting from corrective and or preventive action, and to communicate these to relevant personnel. 

 

It is normal practice for any corrective action requirements, identified by the Manager concerned during the 

course of the service provision, to be addressed immediately. 

 

It is the responsibility of the Quality Co-ordinator to ensure the implementation and effectiveness of corrective 

and preventive action following the identification of a non-conformity through Internal Audit. 

 

          Preventive Action 

 

Preventive Action may be taken to address any matter brought up by a member of staff or anyone else which 

may result in reduced customer satisfaction, functional irregularity or a lack of general control.  Any such cases 

will be brought to the attention of the Managing Director and actioned.  Alternatively, where they are identified 

through Internal Audit or the normal functioning of the Quality System, they may be actioned by the Quality Co-

ordinator.  Assessment of the action required will be undertaken by the Managing Director or Quality Co-

ordinator dependent upon the route followed. 

 


