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Abstract 
This Integrated Management System (IMS) Manual establishes the framework for 
implementing, maintaining, and continually improving our Health, Safety, 
Environmental & Quality Management System in accordance with the requirements of 
ISO 45001 | 14001 | 9001.  
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Disclaimer: This document contains material to assist in addressing HSEQ obligations. Although every effort 
is made to ensure the accuracy of this information at the time of publication, it is provided as guidance only 
and does not provide legal advice. 
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6    Planning 

During the planning phase, {company_name} will consider management issues and determine: 

 The HSEQ risks and mitigation strategies that negatively impact our operations.  

 The opportunities that the company can leverage to improve the HSEQMS by adapting the 

work, organisation, or the work environment. 

 The opportunities that the company can leverage to ensure growth and sustainability. 

The processes developed will ensure that our practices will mitigate, as much as practicable, our 

HSEQ impacts with the goal of: 

 Enhance the desired effects of the opportunities that may occur. 

 Prevent, mitigate, and reduce the effects of undesired outcomes. 

 Achieve planned improvements. 

6.1 Products and Services Requirements  

CUSTOMER COMMUNICATION 

We will communicate with our customers and suppliers to ensure that the products and services we 

deliver meet the specified requirements.  In talking with our suppliers and customers, the 

communication will include (but are not limited to): 

 Supplying information on our products and services, so the correct product and service 

requirements are understood. 

 Handling inquiries, orders, documenting contracts, and developing and variations to these if 

required. 

 Gaining feedback from our customers and suppliers relating to our products and services, 

including customer complaints. 

 How we handle and maintain control of customers’ property while it is at our company. 

 Communicating with our suppliers and customers on any requirements for contingency 

actions, if required. 

DETERMINATION OF PRODUCTS AND SERVICES REQUIREMENTS 

We will define, develop, process, and dispatch our product against the developed criteria. In 

determining the requirements for our products and services, we will: 

 Meet applicable statutory requirements.  

 Ensure that we meet the requirements necessary to deliver our products and services against 

the customer’s needs. 

PRODUCTS AND SERVICES REQUIREMENTS REVIEW 

Before commitment to supply products or services, a review of the requirements will be undertaken 

to ensure that: 

 The customer has defined product requirements, and they include what is required to deliver 

the product or service what the post-delivery activities are. 

 Requirements not strictly stated by the customer, but necessary to complete the processes 

are specified and documented when they become known. 
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conducted with full cooperation with officers and Inspectors from relevant State Authorities (e.g., 

WorkSafe, Police, Emergency Services)  

THE INVESTIGATORS SHALL 

1. Visit the scene of the incident before the physical evidence is disturbed.

2. Collect samples of any substance, which may have contributed, to the incident, noting

conditions that may have affected the sample. (Using Personal Protective Equipment if

required).

3. Make comprehensive visual records, e.g., video, photos, diagrams.

4. Determine which incident-related items must be preserved.

5. Identify and interview the people who were involved in the incident, including eyewitnesses.

6. Review all sources of potentially useful information. These may include original designs,

design specifications, drawings, operation records, purchasing records, previous reports,

maintenance records, safe work method statements, standard operational procedures,

inspection and testing records, worker training records.

7. Identify and analyse all the contributing (causal) factors as evidenced by the facts.  Keep an

open and objective mind.

8. Determine and document interim and long-term control measures aimed at preventing the

recurrence of similar incidents. The determination and implementation of control measures

should be based on the hierarchy of control principles and made in consultation with all

members of the investigation team, when appropriate, the Business owner.

9. Complete the relevant sections on an Incident/Investigation Report Form.

10. Maintain a high level of confidentiality and professionalism before, during and after the

investigation.

EVALUATION 

When the investigation is completed, investigating staff will complete an Incident Investigation 

Report. This report will then be submitted for evaluation and action to:  

1. {company_name}.

2. The Senior Manager.

3. The relevant Field Supervisor.

4. Any relevant Business owner or Workplace Supervisor.

5. The relevant investigating Regulator, if required.

CORRECTIVE MEASURES (CONTROL ACTIONS) 

Any hazardous situation or causal factor identified during the investigation must not remain, without 

attention, while the proposed control actions are pending. 

The relevant senior manager's responsibility is to ensure that any interim and long-term corrective 

measures identified by the Incident Investigation are carried out and communicated to all relevant 

persons. Interim and long-term corrective measures and preventative measures must be signed off 

by the relevant Senior Manager on an incident investigation once completed. 

RECORDS 
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