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Policy
Aspiration 

· To attain the leadership position in the Helicopter operations in India
Commitment
· Provision of Safe & Reliable Helicopter Service
· Enhancing Customer satisfaction

· Continual Improvements in all Aspects of Operations

· Compliance with all Applicable Legislation [E, OH &S]
Path 

· Reduction in Occupational Health Risks & Accident rates
· Reduction in environmental impacts of our operations 

· Fuel Conservation 

· Maximum Capacity Utilization

Scope
· Helicopter Transportation to Offshore & Onshore Destinations
Vision
No.1 position in the Helicopter operations sector in India is envisioned as 
· No.1 choice for present & potential customers

· No.1 choice for employment by the competent personnel

Mission
· Our mission is to become No. 1 choice by ensuring: 

· Safe & on-time transportation that meets customer’s expectations

· Satisfying work environment & benefits to our employees

· Reduction in environmental impacts of our operations

Culture
We believe that all losses to people, property and helicopters result from inadequate systems, standards and their compliance. These inadequacies are essentially loss of control that can be attributed to management failure. 
We, therefore foster an Integrated Management System oriented culture that is understood, shared and practiced by employees as a part of everyday business. This culture is based on: 
· Customer focus
· Leadership
· Involvement of people

· Process approach

· Systems approach to management

· Continual improvement

· Factual approach to decision making

· Mutually beneficial supplier relationships

Strategy 
· Zero incidents & accidents
· Zero process failures 

· Committed implementation of IMS System 

· Continual improvements in all aspects of our operations


Objective
To define management commitment and establish unity of purpose for meeting stake holder’s expectations

Mechanism
Commitment

Management is committed to implementation & continual improvement of IMS System. All the applicable internal & outsourced processes at ATSL are covered under this system. This commitment is demonstrated through:

· Communicating to the organization the importance of meeting customer requirements as well as statutory and regulatory requirements

· Establishing the Integrated Policy

· Establishing Integrated Objectives

· Conducting Management Reviews and 

· Providing adequate and appropriate resources

Focus

IMS System focuses on;

· Compliance with DGCA regulations

· Meeting safety, quality and delivery expectations of customers

· Minimizing the impact of operations on Environment 

· Minimizing occupational health, safety risk to employees & our customers

Objective
To define the mechanics of management and control at PHHL so that we meet stake holder’s expectations
Processes

Policy

Financial stakeholders, customers, employees and the society have their respective interests in our organization. Analysis of past performance in the context of their interests is the basis for defining the policy. The management of PHHL has defined an Integrated Policy for the organization. This policy is explained to all the employees and is reviewed as the need arises.
Objectives
Implementation of policy requires well-defined objectives and specific, measurable, attainable realistic and time bound targets. The organizational objectives and targets further cascade down to the departmental objectives. Individual departments have identified their processes to achieve these objectives. These objectives and targets relate to:
· Organizational performance

· Environmental performance

· Occupational health & safety performance

Risk Based Planning
Risks that are integral part of business are addressed through planning since business risks can take different colors and shades.
IMS recognizes following risks:
· Not meeting the objectives & targets 

· Harm to people and damage to property or equipment

· Adverse impact due to PHHL operations on environment

Objectives and targets are achieved through implementation of business processes. These business processes are evaluated for their ability to achieve desired performance.  They are systematically planned in terms of their sequence, interactions, resources and information required. Based on their criticality, appropriate measurements and controls are implemented to monitor their performance.

Risks to people, property, equipment or environment arise due to the implementation of business processes of organization. Activities of these processes and their impacts are rated using a common quantified scale and prioritized for significance. 
Appropriate controls are developed for controlling such significant activities. These controls are either ‘Standard Operating Procedures’ or time bound ‘Improvement Programmes’. Legal obligations of our operations are also identified at this planning stage.

Responsibility, Authority and Communication
For functions whose actions are covered in IMS, responsibilities & authorities are defined and communicated to all the concerned to ensure their involvement, commitment & motivation. These include quality; environment and OHS related responsibilities & authorities.

Effectiveness of IMS as judged from the various measurements, analysis and review processes are communicated to concerned individuals. All the permanent and contractual employees have been made aware of the environmental impacts and OHS risks of their operations as well as consequences of departure from the stipulated operational procedures. External interested parties will be informed about the company’s policy only and communication with external parties about IMS will be routed through an appointed management representative.

Monitoring & Review
A Management Representative is appointed to oversee the design & documentation of this system. He will assist other employees in implementation of the system. Designated persons for different measurements monitor them and take appropriate control actions.  

Continued suitability and effectiveness of IMS is reviewed periodically against set agenda.

The Management has established a Management Review Committee, which meets once in a month to review the IMS. 



Objective

Organization consists of competent direct and contracted employees with clearly defined responsibilities. Resources include Helicopters, their spares, consumables, other support equipment, infrastructure and appropriate work environment. This section explains how management fulfills their responsibility towards the organization and resources. 

Processes
Organization

An organization comprising of different functional positions and their interrelations is established. These functional positions have clearly defined responsibilities related to their organizational, environmental and safety performance. 

Competencies for different functional positions are identified and updated depending on job requirements. Individuals are periodically assessed for their competency and gaps, if any, are identified. Suitable measures such as formal training, on the job training, counseling etc are then imparted to bridge the gaps or for building advance competencies. 

The effectiveness of training is also being monitored and evaluated and accordingly planning for improvement are to be made in training programs.

The HR & Admin department maintains records of education, training, skill & experience of its employees.
Resource 
Resources for implementation & improvements of this management system as also for meeting customer’s requirements are;
· Helicopters and their spares for flight operations

· Buildings, offices, equipment for support functions
Requirements of these resources are planned and then provided for as per the sanctions. Helicopters and associated maintenance equipment are maintained and calibrated as per OEM and or DGCA recommendations.

Work Environment 
A work environment that has positive influence on motivation, job satisfaction and performance of the people is created to enhance performance of employees.
Emergency Preparedness 

Emergencies are mostly related to flight operations. Preparedness and response measures for their mitigation as also post emergency environmental impacts & safety risks are identified and planned. Mock drills are conducted to test effectiveness of this plan and the outcome of tests is used for improvements in preparedness & response.

Objective
To explain how Customer relationships at the organization-customer interface are managed to ensure fulfillment of customer requirements and ensure their satisfaction 

Processes
Marketing

Identification of new markets and avenues for existing services contributes significantly to growth of business. This continuous process needs to be carried out systematically and scientifically in a tenacious and imaginative manner.

Sales 
Sales processes determine the customer’s requirements from services. These requirements of quality, delivery and commercial aspects are reviewed before submitting the offers as also accepting contracts to ensure organizations capacity and capability to meet them.

Customer Communications 
Customer communication process involves daily interactions related to service requirements and coordination with operations department for meeting them. Customer feedback on their level of satisfaction is sought proactively. Their grievances, if any are investigated to determine root cause and appropriate corrective and preventive actions are taken. 

The organization has determined and implemented effective arrangements for communicating with customer in relation to 

· Service information

· Enquiries, contracts or order handling, including amendments 

· Customer feedback, including customer complaints


Objective
To explain the mechanics of monitoring and management of supplier’s performance and their capability to meet PHHL’s requirements of purchased materials and services

Processes

Supplier Selection
Suppliers are selected on the basis of their proven ability to meet our requirements of purchased materials and services. Where appropriate initial trial supplies are monitored before their final selection.

Materials and Services Procurement 

Materials & services are procured from previously selected suppliers. Quality, delivery requirements are clearly stipulated particularly when the verification is carried out at supplier’s premises. All the procured materials are appropriately verified for conformance with requirements. 

Supplier Performance Monitoring 
Supplier performance, particularly their ability to meet our requirements is monitored and in case of default appropriate corrective actions are taken. 


Objective
To explain how the IMS is implemented in PHHL

Processes

Planning
In the aviation industry the operations are totally governed by the DGCA regulations. Hence these regulations are de’facto service plan of Helicopter transportation services.
Implementation

Implementation of IMS is the responsibility of all designated employees. All internal operations are carried out as per this system to the extent that it becomes integral part of everyday business.

Measurement 

Successful implementation of IMS is assessed in terms of its ability to deliver desired results. Specific measurements are made for
· Customer satisfaction

· Service conformance

· Process performance 

· System performance

Monitoring & Review
Designated persons are responsible for monitoring different measurements against targets and take appropriate control actions.  

Pre-Qualification for Helicopter Operations 
Pre-qualification of Helicopters their pilots and maintenance personnel is specified by DGCA. The same is adhered to and appropriate records are maintained by respective departments

Identification and Traceability
PHHL ensures the identification of the helicopter components by suitable means throughout their service life. The organization also ensures the control and record unique identification of the product. Whenever Traceability is a statutory requirement, the same is defined and recorded.

 Control of Monitoring and Measuring Devices
PHHL has established and maintained system to ensure that all inspection, measuring and testing equipments are identified, controlled, maintained and calibrated at the specified intervals of time with clearly defined acceptance / rejection limits. Equipments having suitable accuracy and precision are selected for appropriate inspection and testing ensures the required accuracy of measurement. Where deemed necessary, the organization takes the help of an approved agency for the calibration of those equipment, which cannot be calibrated in-house.

The calibrations are done against a certified equipment having traceability to national or international standards. If such standard does not exist, the procedures for calibrations are documented.

The Organization ensures that the handling, preservation and storage of inspection / measuring equipments are such that the accuracy and fitness for use is maintained. All users of equipment are properly trained and authorized in its usage, storage and calibration system.

The identification and calibration status of all inspection, measuring and test equipment are documented and maintained. Records of calibration of these equipments are also maintained.

The inspection, measuring and test equipment are safeguarded from adjustment which would invalidate the calibration setting.

If required the technical data or calibration records pertaining to inspection, measuring and testing equipment are made available to interested parties such as DGCA.


Objective

To explain how the measurements, monitoring and review of different aspects of IMS will be done for identifying future improvement opportunities   

Processes

Successful implementation of IMS is assessed in terms of its ability to deliver desired results. Specific measurements are made for

· Customer satisfaction

· Service conformance

· Process performance 

· System performance

· Environmental Performance

· OHS Performance

Monitoring and Measurement of Customer Satisfaction

PHHL proactively measures and monitors customer satisfaction by conducting periodic surveys.  

The results are discussed in the review meeting and appropriate actions for improvements are taken and implemented. 

Monitoring and Measurement of Service Performance
The organization monitors and measures the characteristics of the services to verify that they meet customer and statutory requirements. This is done at appropriate stages of services realization processes in accordance with planned measurements. 

The organization shall maintain the records showing the evidence of conformity with acceptance criteria. 

Monitoring and Measurement of Process

Process performance parameters are identified,  recorded, monitored and analyzed for further review by management.
Monitoring and Measurement of System Performance

Performance of IMS system is measured through a system of internal audits.  Such audits are periodically carried out and the non-conformance if observed is analyzed for corrective and preventive actions. Trends of NCRs are discussed in the review meetings.

Monitoring and Measurement of Environmental & OHS Performance

OHS and environmental performance is measured in terms of direct and in-direct parameters that are elaborated in documented procedure
Control of Non-conforming services 

The organization has established and maintains documented procedure to ensure that service which does not conform to stipulated requirements are not offered. Control provides for identification, evaluation, non-conforming service and for notification to the concerned functions.


Objective
Improvement in organizational, environmental and safety performance is essential not only for today’s sustenance but for tomorrow’s growth. Improvement opportunities are identified, systematically pursued and realized through IMS.  

Processes

Identification of opportunities

Opportunities are identified through analysis of 

· Customer satisfaction

· Product, process or system non-conformance

· Assessment of adverse environmental impacts of processes

· Assessment of occupational & safety risks arising out of processes

· Proactive identification of potential non-conforming situations

We take a pro-active approach for dealing with environmental & OHS non-conformities by identifying potential for such situations. These potential non-conformities are identified based on aspects and risks identified in the register as well as analysis of near miss situations. Safety department has the specific responsibility for undertaking preventive measures such as awareness, training, and modifications in the plant & equipment and practices along with concerned HOD’s.

Improvement Programmes 

Improvement opportunities are analyzed for feasibility of realizing potential benefits and specific time bound ‘Improvement Programmes’ are implemented. Progress of work against these Programmes is monitored and on completion outcome is reviewed against desired results.  These Programmes thus form the foundation for ‘Continual Improvements’.


Integration
IMS confirms in an integrated manner with the three international standards namely

· ISO 9001: 2000  

· ISO 14001:2004

· OHSAS 18001:2007
Scope of IMS 
Helicopter transportation services to on-shore and off-shore destinations

Applicability 

This system is implemented in following departments:

· Management

· Commercial

· Flight Operations

· Maintenance 

· Quality Control

· Flight Safety
Disclaimer 

·  Clause 7.3 (Design & Development) – Helicopter services are provided as per the stipulations in “Civil Aviation Regulation” CAR and in response to specific requirements of customers. There are no activities related to design of ground or flight operations. Hence the element “Design & Development” of ISO 9001:2000 Standard are not addresses in this system. 

·  Clause 7.5.2 (Validation of Processes) – There are no processes for which the output cannot be verified. So there are no special processes, which need to be validated before putting the offering the service. Hence this clause is excluded. 

Sequence & Interactions of processes 

Documentation Matrix 

Element Applicability Matrix 

Reference to Standards

System Requirements
	ISO 9001:2000
	ISO 14001:2004
	OHSAS 18001:1999

	4.0 HSEQ Management System

	4.1 
General Requirement
	4.1 
General Requirement
	4.1 General Requirement

	4.2
 Documentation Requirements

	4.2.1 
General
	4.4.4 
Documentation
	4.4.4 Documentation

	4.2.2 
Quality Manual
	4.4.4 Documentation
	4.4.4 Documentation

	4.2.3 
Control of Documents
	4.4.5 
Control of Document 
	4.4.5 Document & Data Control

	4.2.4 
Control of Quality Records
	4.5.4 Control of Records
	4.5.3 Records and Records Management




Management Responsibility
	ISO 9001:2000
	ISO 14001:2004
	OHSAS 18001:1999

	5.0
Management Responsibility

	5.1 
Management Commitment
	
	

	5.2 
Customer Focus
	
	

	5.3 
Quality Policy
	4.2 
Environmental Policy
	4.2 
OH & S Policy

	5.4 
Planning

	5.4.1 Quality Objectives
	4.3.3 Objectives Targets & Programme(s)
	4.3.3 
Objectives

	5.4.2 
Quality Management System Planning

	4.3.1 
Environmental Aspects
	4.3.1 Planning for Hazard Identification, Risk Assessment & Risk Control

	
	4.3.2 
Legal & other Requirements
	4.3.2 
Legal & other Requirements

	5.5 
Responsibility, Authority and Communication

	5.5.1 Responsibility and Authority
	4.4.1 Resources, roles, responsibility and authority
	4.4.1 Structure & Responsibilities (Roles, Responsibilities & Authority related req.)

	5.5.2 
Management Representative
	4.4.1 Resources, roles responsibility and authority
	4.4.1 Structure & Responsibilities (MR related req.)

	5.5.3 
Internal Communication
	4.4.3 Communication (Internal only)
	4.4.3 Consultation & Communication (Internal only)

	5.6 
Management Review

	5.6.1 General
	4.6 
Management Review
	4.6 
Management Review

	5.6.2 Review Input
	 
	 

	5.6.3 Review Output
	 
	 


Resource Management 

	ISO 9001:2000
	ISO 14001:2004
	OHSAS 18001:1999

	6.0
Resource Management

	6.1 
Provision of Resources
	4.4.1 Resources, roles, responsibility and authority
	4.4.1 Structure & Responsibilities (Resource related req.)

	6.2 
Human Resources 

	6.2.1 
General
	4.4.1 Resources, roles, responsibility and authority 
	4.4.1 Structure & Responsibilities (Resource related req.)

	6.2.2 Competence, Awareness and Training
	4.4.2 Competence Training, & Awareness 
	4.4.2 Training, Awareness & Competence

	6.3 
Infrastructure
	4.4.7 Emergency Preparedness & Response
	4.4.7 Emergency Preparedness & Response

	6.4 
Work Environment
	 
	 


Product Realization

	ISO 9001:2000
	ISO 14001:1996
	OHSAS 18001:1999

	7.0 
Product Realization

	7.1 
Planning of Product Realization
	 
	 

	7.2 
Customer-Related Processes 

	7.2.1 Determination of Requirements Related to the Product
	 
	 

	7.2.2 Review of Requirements Related to the Product
	 
	 

	7.2.3 
Customer Communication
	4.4.3 
Communication (External Communication)
	4.4.3 Consultation & Communication (External Communication)

	7.3 
Design and Development

	7.4 
Purchasing

	7.4.1 
Purchasing Process
	4.4.6 Operational Control (For purchase related environmental Impacts)
	4.4.6 Operational Control       (For purchase related OHS. Risks)

	7.4.2 
Purchasing Information
	 
	 

	7.4.3 
Verification of Purchased Product
	 
	 

	7.5 
Production and Service Provision: 

	7.5.1 
Control of Production and Service Provision
	4.4.6 Operational Control
	4.4.6 Operational Control

	7.5.2 
Validation of Processes for Production and Service Provision
	  
	 

	7.5.3 
Identification and Traceability
	 
	 

	7.5.4 
Customer Property
	 
	 

	7.5.5
Preservation of Product
	 
	 

	7.6 
Control of Monitoring and Measuring Devices
	4.5.1 Monitoring & Measurement
	4.5.1 
Performance Measurements & Monitoring


Measurement, Analysis & Improvements

	ISO 9001:2000
	ISO 14001:1996
	OHSAS 18001:1999

	8.0 Measurement, Analysis And Improvement

	8.1 General 
	
	

	8.2 
Monitoring and Measurement 

	8.2.1 Customer Satisfaction 
	 
	 

	8.2.2 Internal Audit
	4.5.5 Internal Audit
	4.5.4 Audit

	8.2.3 Monitoring and Measurement of Processes 
	 
	 

	8.2.4 Monitoring & Measurement of Product
	4.5.1 Monitoring & Measurement
	4.5.1 Performance Measurement & Monitoring

	
	4.5.2 Evaluation of Compliance
	

	8.3 
Control of Non-conforming Product
	4.5.3 Non conformance & Corrective & Preventive actions.
	4.5.2 Accidents, Incidents, Non-conformance & Corrective & Preventive actions.

	8.4 Analysis of Data 
	4.5.1 Monitoring & Measurement
	4.5.1 Performance Measurement & Monitoring

	
	4.5.2 Evaluation of Compliance
	

	8.5 Improprement 

	8.5.1 Continual Improprement 
	4.3.4 Environmental Management Programs
	4.3.4 OH & S Management Programes

	8.5.2 Corrective Action
	4.5.3 Non conformance & Corrective & Preventive actions
	4.5.2 Accidents, Incidents, Non-conformance & Corrective & Preventive actions.

	8.5.3 Preventive Action 
	4.5.3 Non conformance & Corrective & Preventive actions
	4.5.2 Accidents, Incidents, Non-conformance & Corrective & Preventive actions.
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