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Introduction 

This document describes Mobileum Risk BU’s Quality Management System, according to NP EN ISO 9001 

standard requirements and to the Quality management principles referred to in the ISO 9000 standards.  

 

ISO 9001 management system (NP EN ISO 9001 “Quality Management System Requirements”), follows 

a   PDCA approach- Plan-Do-Check-Act, directed linked with continuous improvement. 

It presents Mobileum’s processes, their relationships and interactions with the procedures that give 

substance to our business supporting activities, putting the spotlight on the following areas: 

 Project Management 

 Solution Development 

 Production Support 

 Product Support 

 Tests  

 Configurations Management 

 Training 

 Consulting 

 Placement of skills 

 Managed Services  

 

 



 

 
www.mobileum.com 

 
                                                   

 

           

 

 

Mobileum Public  Page 7 

M_QMS_001_E – Quality Manual – Risk BU  14-10-2022 

 

 

1 Scope 

Quality Management System applies to the following Risk Business Unit Mobileum’s activities: Software 

Development, Consultancy of informatics Services, and Placement of competencies and Supply of 

informatics services, Managed Services including the maintenance of information solutions. 

 

The goal of this Manual is: 

- Document all activities associated with the company Management System; 

- Determine how the company will meet the NP EN ISO 9001 standard -“Quality Management 

System Requirements”; 

- Increase the effectiveness of the company’s Quality Management System performance;  

- To be an evidence that the Quality Management System Policy is completely integrated with the 

Company strategic guidelines;  

- Document the way Management is completely committed with the Quality Management System; 

  

Customers, Suppliers, Partners, Employees and other stakeholders, can use this manual as evidence 

that the Quality Management System is structured and implemented in order to assure that Quality goals 

are established, implemented and measured every year. 
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2 Normative References, Definitions, Concepts  

 
Normative References  

 
 
NP EN ISO 9001 – ISO 9001 Quality Management Systems – Requirements; 
 
NP EN ISO/IEC 27001-“Information Security Management Systems-Requirements” 
 
 

 

 



 

 
www.mobileum.com 

 
                                                   

 

           

 

 

Mobileum Public  Page 9 

M_QMS_001_E – Quality Manual – Risk BU  14-10-2022 

 

 

3 Terms, Definitions/Acronyms 

 
 QMS   Quality Management System  

 PDCA   Plan, Do, Check, Act  

HR   Human resources  

ARP   Action and Resources Plan  

CSA   Customer Satisfaction Assessment  

SME   Subject Matter Expert   

KPI   Key Performance Indicator  

ISMS  Information Security Management System  

RISK BU   Risk Business Unit  

 

 

 

3.1 CONCEPTS DEFINITION 

 
 

QMS: 

The Quality management System (QMS) can be expressed by the Risk BU organizational structure, 

procedures, processes and resources needed to implement Quality Management. 

 

 

 

 

 

 

http://en.wikipedia.org/wiki/Quality_management
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4 Context of the organization 

Action driven by Intelligence… 

 

   

About Mobileum  
 

 
 

 

Mobileum is a leading provider of Telecom analytics solutions for roaming, core network, security, risk 

management, domestic and international connectivity testing, and customer intelligence. More than 1,000 

customers rely on its Active Intelligence platform, which provides advanced analytics solutions, allowing 

customers to connect deep network and operational intelligence with real-time actions that increase revenue, 

improve customer experience and reduce costs.  Headquartered in Silicon Valley, Mobileum has global offices 

in Australia, Dubai, Germany, Greece, India, Portugal, Singapore and UK.  

 

4.1 Fast Facts 

Mobileum is a GLOBAL Market leader in several areas  
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4.2 Customer References 

Mobileum has a GLOBAL FOOTPRINT OF 1000+ customers… 
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4.3 Customer Testimonials 

 
 
Mobileum is highly recognized by the market and by its customers. 
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4.4 ABOUT OUR SHAREHOLDER 

 
 
 

4.5 Company Overview  

 
Telecom Industry is facing a deep transformation. 
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Mobileum’s active intelligence platform helps customers dealing with the emerging industry challenges and 
opportunities.  
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Lines of Business (LOB) 

 
Mobileum has a comprehensive portfolio of solutions built on top of active intelligence TM Platform. 
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Mobileum also has a flexible catalogue of services and deployment models.  
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We have built a unique value proposition: 
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Roaming  
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Risk Management 
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Security 
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Testing and Monitoring 
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Engagement & Experience 

 



 

 
www.mobileum.com 

 
                                                   

 

           

 

 

Mobileum Public  Page 25 

M_QMS_001_E – Quality Manual – Risk BU  14-10-2022 

 

 

 

 

 

 

 

 



 

 
www.mobileum.com 

 
                                                   

 

           

 

 

Mobileum Public  Page 26 

M_QMS_001_E – Quality Manual – Risk BU  14-10-2022 

 

 

 

 

 

 

 

 



 

 
www.mobileum.com 

 
                                                   

 

           

 

 

Mobileum Public  Page 27 

M_QMS_001_E – Quality Manual – Risk BU  14-10-2022 

 

 

 

 

 

 

 

 



 

 
www.mobileum.com 

 
                                                   

 

           

 

 

Mobileum Public  Page 28 

M_QMS_001_E – Quality Manual – Risk BU  14-10-2022 

 

 

 

 

Why Mobileum? 

Mobileum’s solutions cover several technology domains.  
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Mobileum Risk BU’s WE Meet Series 
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4.6 AXES OF MOBILEUM’s CULTURE 

 
 WHY DO WE EXIST?  

 
We’re committed to thinking ahead, guiding them on their next steps. We’re committed to show them how to get 

there first… and Act! 

We believe in a world where people make decisions based on facts and truthful data. We believe in a 

connected, transparent and sustainable world. We optimize roaming, protect networks and improve customer 

experience across the board for telecom operators around the world – all through our Active Intelligence 

Platform. 

 
 

 WHAT IS OUR MISSION? 

Be the leading operational intelligence platform for the telecom industry, offering customers cutting-edge 

analytics based solutions, from roaming, security to risk and business management and allowing customers to 

connect intelligence with real time actions on the core network. We help CSPs to grow and protect their 

revenues, innovate new business models and digitally engage with their customers.  

We leverage our unique technology platform - Active Intelligence to deliver innovative analytics solutions in 

focused areas: Roaming, Fraud & Risk, Security, and testing & monitoring.  

 

 

 

4.7 Mobileum Risk BU’s INTERNAL ORGANIZATION 
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4.8 CERTIFICATIONS & MEMBERSHIPS 

 
At Mobileum we are focused on following the most advanced industry standards and best practices that guide 

us during the design of a resilient and flexible architecture, accommodates change while being intuitively 

understandable, and are capable of company tackling future challenges.  

 

Based on this statement, we can ensure that is our priority to adopt methodologies and follow standards and 

best practices capable of excelling Risk BU’s quality management system and setting the path to continually 

improving them. 

 

Mobileum Risk BU Certifications & Memberships 

 
Mobileum Risk BU’s Quality Management System was conceived in order to respond to all requirements of the 

standard NP EN ISO 9001 (International Standards for Business, Government and Society). 

The certification audit took place on June 2002 and covered all activities related with software development, 

consulting, placement, Managed Services product management.  

  

Mobileum Risk BU is also certified in NP EN ISO/IEC 27001-“Information Security Management Systems-

Requirements”- Certified. 

 

Information Security management System is integrated in Quality Management System, M_QMS_036_E- 

Information Security Management Manual describes in detail how Mobileum Risk BU’s Information Security 

Management System is implemented, according to NP EN ISO 27001 Standard requirement and to the 

Security Management principles and vocabulary referred to in the ISO/IEC 27000 standard. 

Mobileum Risk BU’s is also SOC Type II Certified in the USA. 

Most Project Managers are certified with the International Project Management Association (IPMA) and Project 

Management Institute (PMI). 

 

Mobileum Risk BU is an active Member of the GSM Association and of the TeleManagement Forum.  

We are focused on following the most advanced industry standards and best practices that guide us during the 

design of a resilient and flexible architecture accommodates change while being intuitively understandable, and 

are capable of tackling future challenges.  
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4.9 ALLIANCES & PARTNERSHIPS 

 
For the past 10 years, Mobileum Risk BU built a solid footprint of successfully delivered projects and 

technologies due to powerful solutions and strong partnerships. The company has shown in multiple projects 

the capability to work and support our partners during the entire sales, implementation and support cycle. 

For the past 10 years, Mobileum Risk BU established partnerships and alliances with major providers of 

information systems and integration services. The company was able to follow an internationalization strategy 

where working with partners with vision, complementary offer and the same approach to doing business 

delivered win-win-win results – for our customers, for our partners and for Mobileum Risk BU.  

Through Mobileum Risk BU, the business partners gain access to leading specialists and leading technology in 

Business Assurance software and in niche Business Support Systems software. Partners gain the opportunity 

to leverage on Mobileum Risk BU world-class software products. 

Mobileum Risk BU is strongly committed in delivering best-of-breed services and solutions to enhance and 

optimize our customers’ business processes. Mobileum Risk BU believes that combined expertise and 

technology lead to better solutions delivered to customers. 

The company recognizes in our business partners a strategic contribution to our growth. 

 

 

4.10 NEEDS AND EXPECTATIONS OF INTERESTED PARTIES 

 
The Quality Management System is intended for all involved parties, participants in the Quality Management 

Scope, Customers, Employees, Shareholders, Partners and Suppliers, Regulators, Media. 

All the Participants have their role in assuring the appropriate and efficient interactions within Quality 

management system in order to provide and support Mobileum Risk BU’s activities in an effective way.  
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Figure 1 - Interface Management Model   

 
 
 
 

Here we have the Interface Management relation model where we have all the associations, certification entities, 

industry associations, shareholder, partners, suppliers, customers, universities, etc., that belong to our interface 

management. 
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5 Methodologies 

The creation, internal diffusion and use of methodologies are critical agents for the success of projects 

developed by Mobileum Risk BU. To this end, a number of methodologies were created from the beginning to 

support the following activities: 

 Project Management 

 Solution Development 

 Production Support 

 Product Support 

 Tests  

 Configurations Management 

 Training 

 Consulting 

 Placement of skills 

 Managed Services 

 

To ensure the awareness and correct application of the above by all company consultants, a continuous 

internal training program was established, covering all employees. 

The use of methodologies enables Mobileum Risk BU: 

 to have a unique way of working with any type of customer; 

 to rapidly integrate new employees; 

 to use a language common to all company employees; 

 to expand and replace project teams; 

 to easily control its projects; 

 to easily communicate with all its customers. 
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5.1 PROJECT MANAGEMENT METHODOLOGY 

All Mobileum Risk BU projects follow a common Project Management methodology that guarantees the follow-

up of all project activities, from the awarding of the proposal to final project acceptance by the customer. 

All the activities foreseen in this methodology aim to guarantee that: 

 Customer requirements are correctly stated, implemented and tested; 

 The chosen team has all the necessary skills for project execution. All projects involving software 
development include programmers, a testing team and people responsible for configuration 
management; 

 The deadlines agreed on with the customer are met and the project requirements fulfilled; 

 The project runs within the quality parameters specified by the applicable methodology; 

 A reporting mechanism is implemented with the customer that includes periodical meetings with 
the customer and project status reports;  

 The customer accepts the solution delivered 

 

Figure 2 - Project Management Methodology 
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5.2 CONSULTING METHODOLOGY 

 

All projects involving systematic information surveying, knowledge transmission and technical audit activities 

follow the consulting methodology described in the following figure. 

 

 

Figure 3 - Consulting Methodology 
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5.3 SOLUTION DEVELOPMENT METHODOLOGY 

 

In all software development or package customisation projects, Mobileum Risk BU applies the methodology 

shown in the following figure. 

 

Acceptance

Developing

 Project

Baseline
for User

Acceptance

 Project Baseline 

Accepted

Project Development 

Plan Approved

Vision 

Approved

Envisioning

Analysis

Coding,

Configuration, 

Integration or 

Customisation

Testing

Coding,

Configuration, 

Integration or 

Customisation

Testing (Unit & 

Integration & 

System)

 Software Release 
delivered or installed

 Release Notes

 Installation manual

 Operation manual

 User Manual

 Frozen Solution 
Design

 Frozen 
Requirements

 Test Specification 
and Test Client 
Specification

 Project Baseline for 
User Acceptance

 Project Status 
Report

 Change Request

 Meeting minutes

 Open Points List

 Updated Schedule 
Plan

  Project Development Plan Approved

 Schedule Plan

 Configuration Management Plan

 Test Management Plan

 Solution Design

 Requirements Specification

 Quality Assurance Plan

 Project Authorization

 Updated Pricing 
Sheet

 Project's EIDs

 Client Kick-off 
meeting minute

 Vision Approved

 Project Tools 
Information

 E-mail to Technical 
Support

 Project Weekly 
meeting minute

 Project Status 
Report

 Product Proposal ( 
Only for products)

 Software Release

 Delivered or installed

 Release Notes

 Installation manual

 Operation manual

 User Manual

 Project Baseline for User Acceptance

 Acceptance Term

 Lessons Learned

 Performance Report

 Product Kit (only for products)

INITIATION

PLANNING

EXECUTING

& 

CONTROLLING

EXECUTING

& 

CONTROLLING

&

CLOSING

Project Management 

subprocesses

Solution Development & Project  Management

 

Figure 4 - Solution Development Methodology 

The designation of the various phases and deliverables are in English because it is the company’s base language. 

Nevertheless, it is worth pointing out that all documents referred to herein are supported by models with 

Portuguese and English versions. Furthermore, the above figure represents not only the documents to be made 
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available to the customer but also internal documents, namely those concerning project management, testing, 

configurations management and quality control activities. 

 

 

5.4 TESTING METHODOLOGY 

 

All software development projects involve the participation of a testing team whose function is to guarantee the 

planning, execution and register of problems detected during software testing. 

The phases of the methodology and their correspondence with the Solution Development methodology are 

described in the following figure. 

 

 

Figure 5 - Testing Methodology 
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5.5 MANAGED SERVICES METHODOLOGY 

 
Managed Services Methodology is an umbrella term for third party monitoring and maintaining of computers, 

networks and software.  The actual equipment may be in-house, at the third-party's facilities or even at 

customer facilities, but the "managed" implies an on-going effort; for example, making sure the equipment is 

running at a certain quality level or keeping the software up-to-date.  

In every project whose main goal is the maintenance of a Customer solution, including the management 

activities of a software maintenance team, the implementation of improvements and problem solving, Mobileum 

Risk BU follows the methodology shown in the following figure, in association with the Solution Application 

Development methodology. 

 

Managed Service Procedure

Implementation -

Project Delivery

- Mng Services Operations Plan

- Infrastructure Design and Plan

- Operations Run Book

- End User Manuas (App 

  & Support)

- Acceptance Handover to 

  Production 

- Project Personal Data 

Inventory (GDPR only)

- GDPR Security, Privacy Rules

- Project Kick-off 

  Meeting Minute

- Mng Services Operations

  Plan (Optional)

Project 

Management

Solution 

Development 

Procedure

Initiation – Project Delivery

- Mng Services Operations Plan 

(updated)

- Business Continuity Plan

- Infrastructure Design and Plan 

(updated)

- Application Security Plan

- Data Security Plan

- Personal Data Inventory 

(GDPR only)

Manage End of Contract

- Certification of Data

  Destruction

- Proposal for Contract

  renewal

- Requests, Problem, Change 

and Incident Registration

- High-Level Analysis

- Solution maintenance project 

plan

- Production Handover doc

Operations

Security, 
Infrastructure and 
Data Management

Application 
Management

System Support

Service Management

- Change control board 

minutes 

- Project Status Report

- Update Solution maintenance 

project plan

- Time Reports 

- Meeting Minutes

Solution Maintenance 

– change initiatives

Receiving

Evaluating & 

Prioritizing

Scheduling

Delivering & 

Rollout

Configuration 

Management 

Procedure

- Requests, Problem, Change 

and Incident Registration

 

Figure 6 - Managed Services Methodology 
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5.6 SUPPORT TOOLS 

 
In order to guarantee an effective control over the implementation of the described methodologies, the 

company has equipped itself with a set of tools that enable it to automate its Solution Development 

methodology, by implementing an integrated solution or requirements management, testing (HP Quality Center/ 

SmarteQM) and configurations management (SVN). 

The aim for implementation of this solution was to: 

 Guaranty the automation of the software development methodology; 

 Guaranty the integration and tracing of the available repository information for every  tool; 

 Facilitate project control; 

 Enable and facilitate metrics extraction 
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6 Quality Management System 

Mobileum Risk BU’s Quality Management System was conceived in order to answer to all the requirements 

pertaining to the NP EN ISO 9001 reference standard, and has been certified since 2002. 

 

6.1 DOCUMENTARY STRUCTURE 

 

Quality

 Manual 

Information 

Security 

Management 

Manual

Procedures

Instructions

Templates, Checklists, Slides, Manuals, Policies, Quality 

Records

 

Figure 7 - Documentary Structure 

 

 

The Quality system documentation is organised according to the above figure. 

All documents are created, revised, approved and published according with the layout of procedure 

P_QMS_004_E – Document Management. 

Documentation supporting the company core business is written in English, whereas the support models are in 

both Portuguese and English. Internal instructions and activity support procedures can be found in Portuguese 

or English. 
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6.2 PROCESSES MAP 

 

The system is organised by processes, as shown in the following figure. Business support processes – Project 

Management, Solution Development, Production Support, Consulting, Placement, Managed Services are 

supported by particular methodologies that guarantee uniformity and quality in their execution. 

 

 

Figure 8 – Mobileum Risk BU’s Processes Map  

 

All documents associated to processes are in English. Support models are both in English and Portuguese. 

The Management, and Innovation & Security Processes comprises all activities related to: 

 The strategic planning cycle; 

 The control and reporting of company performance indicators; 

 

Information Security management activities: 

 Security Policy; 

 Organization of Information Security; 

 Human Resources Security; 

 Asset Management; 

 Access Control; 

 Physical and environmental security; 
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 Operations security; 

 Communications security; 

 System acquisition, development and maintenance; 

 Information security incident management; 

 Information security aspects of business continuity management; 

 Compliance. 
 

The Human Resources process comprises all activities related to: 

 Human resources planning; 

 Recruitment and selection; 

 Integration of new employees; 

 Performance evaluation; 

 Employees training; 

 Skills management; 

 Management of indicators related to human resources; 

 

The Quality process comprises all the necessary activities to guarantee the fulfilment of NP EN ISO 9001 

standard requirements, particularly: 

 Process identification; 

 Determining process sequence and interaction; 

 Planning and revision of the quality management system; 

 Definition of rules for document control; 

 Definition of rules for register control; 

 Quality Audits; 

 Corrective and preventative actions; 

 Management of quality-related indicators; 
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The Marketing & Alliances process comprises all activities related to:  

 Marketing: 

 Support the regions with pre and post-sale efforts and all marketing activities, creating content and 
promoting it. 

 Alliances: 

 Manage the relationship with a set of named technical global partners. 

 

The Customer Management process comprises all the activities related to the: 

 Collection and processing of Customer satisfaction evaluation; 

 Surveying of needs; 

 Garnering of feedback from the projects under development 

 Key Accounts management  

 

The collection and processing of the Customer satisfaction evaluation is managed by the person responsible for 

the quality process. Management of other activities is the responsibility of the account managers . 

The Sales process comprises all activities from the identification of a business opportunity to the awarding of 

the proposal by the customer. 

The Product Management process encompasses all activities related to Mobileum Risk BU’s product 

management namely the planning of the conception and evolution of our products. 

The Project Management process encompasses all operational activities from the start of the project until its 

acceptance by the customer, namely: 

 Establishment of the project team; 

 Project planning; 

 Management of the team and planned activities; 

 Management of the relationship with the customer; 

 Project status control and reporting; 

 Guarantee of the garnering and implementation of all the customer’s requirements. 
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The responsibility of fulfilling all steps of the process is incumbent on each project director. 

The Solution Development process defines the methodology to be applied by company consultants in 

projects implying software development or package customisation. 

The responsibility of fulfilling all steps of the process is incumbent on each project director. 

The Consulting process defines the methodology to be applied by company consultants in projects that imply 

information surveying activities, recommendations, information transmission, process surveying and 

improvement and impact analysis. 

The responsibility of fulfilling all steps of the process is incumbent on each project director. 

The Placement process defines the methodology to be applied by company consultants in projects involving 

the placement of skills during a determined period. 

The responsibility of fulfilling all steps of the process is incumbent on each project director. 

 

The Managed Services process defines the methodology to be applied by company consultants in all projects 

involving the delivery of solutions on a Managed Services Model as well as projects involving system 

maintenance, whether or not the company develops the systems. 

The responsibility of fulfilling all steps of the process is incumbent on each project director. 

These solutions may be delivered with different service layers: 

 Technical Managed Services; 

 Business Managed Services; 

 Business Process Outsourcing. 

 

Depending on the service level layer the company will provision the customer in the Managed Services 

infrastructure and will operate the system in terms of Security, Infrastructure and Data Management, System 

Support and Service Control. 

The Production Support process defines the methodology to be applied by company consultants in all projects 

involving system production support, whether or not the company develop the systems. 

The responsibility of fulfilling all steps of the process is incumbent on each project director. 



 

 
www.mobileum.com 

 
                                                   

 

           

 

 

Mobileum Public  Page 47 

M_QMS_001_E – Quality Manual – Risk BU  14-10-2022 

 

 

 

The Test Management process defines the methodology to be applied by company consultants in software 

testing activities. 

The responsibility of fulfilling all steps of the process is incumbent on each project director. 

The Product Support process is applicable to all situations where the company assumes a contractual 

commitment with a customer to supply Maintenance services for products developed by the engineering team. 

The Training process defines the methodology to be applied by company consultants in all projects involving the 

training of Human Resources in the solutions developed by the company.  

The responsibility of fulfilling all steps of the process is incumbent on each project director or Delivery training 

team. 

 

The Information Technology process comprises all the activities needed for the company’s physical 

resources management, namely: 

 Backups; 

 Workstation definition and installation; 

 Security; 

 Anti-virus Maintenance; 

 Register of software licences; 

 

The Configuration Management process comprises the activities of: 

 Version management; 

 Changes management; 

 Configuration management; 

 Baselines creation; 

 Packaging of the solution to be sent to the customer 

 

A structure exists with persons responsible for processes, who guarantee that all NP EN ISO 9001 standard 

requirements consistently comply with, implemented and monitored. 
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The garnering of feedback, changes and the monitoring of processes, as well as their documentation and 

maintenance, is the responsibility of each process manager. 

 

6.3 INTERRELATIONS BETWEEN PROCESSES 

 
 

  VALUE CHAIN 

 
 
Mobileum Risk BU’s value chain is shown in the following figure, reflecting the linking of processes. 

 

 

Product 

Management

Management, Innovation & security 

 
 

Figure 9 - Value Chain 

 

 RELATION BETWEEN PROCESSES 

 
The processes described support Mobileum Risk BU’s activities in an integrated way. The sequence of 

processes and the information flow between them is shown in the figure below. 
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Figure 10 - Relation between processes 
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6.4 APPLICATION OF THE 8 QUALITY MANAGEMENT PRINCIPLES 

For the definition of the Quality Management System, Mobileum Risk BU’s considered as a presupposition 

compliance with the 8 quality principles: 

 

 Focus on the Customer 

o Importance attributed to the garnering and management of the customer’s requirements  

 Usage of a requirement management tool 

 Initiation of requirements garnering during the proposed solution elaboration 

 Detailed requirements document in all solutions supplied by the Software Development area 

o Customer feedback collection 

 Claims collection and handling 

 Customer satisfaction evaluation collection and handling 

 Project management methodology contemplating the existence of periodical meetings, 

situation status reports and a project acceptance term signed by the customer 

o Supply of a company cell phone to all employees, the number of which is provided to customers. 

 Leadership 

o Mission, vision, company values definition and reporting to all the team 

o Clear and unequivocal definition of each employee’s responsibilities 

o Definition of company, business unit and individual goals for some function levels  

 Employee involvement 

o Annual inquiry to employees to measure satisfaction and the level of involvement in the 

organisation, and to identify aspects to be improved. 

 Process by process approach 

o The processes are perfectly identified 

 Systematic approach 

o Interrelations between processes are identified. 

 Continuous improvement 
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o The rapid processing of corrective and preventive actions resulting from audits and from 

customer and employee feedback is a constant concern 

o Monthly measurement of the defined goals 

 Decisions based upon facts 

o The definition of processes, together with the investment in and implementation of a support 

infrastructure based on the using of tools, has enabled employees to create an information base 

that allows a more efficient control of projects, and the creation of a history used in support of 

decision-making. 

 Mutually beneficial relationships with suppliers and partners 

o Employment of suppliers selection criteria 

o Identification and systematisation of relationships with partners 
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7 Management Responsibilities 

The Management process encompasses all activities related with: 

 Strategic Planning Cycle 

 Administrative Control of Projects 

 Control and Reporting of the company’s performance indicators 

 Purchases  

 Selection and Evaluation of suppliers 

The Sales process encompasses all activities related to the initial garnering of the customer’s requirements, 

with the objective of elaborating the proposal.   

 

7.1 MANAGEMENT COMMITMENT 

The decision to implement a Quality Management System was taken by Mobileum Management, all means being 

made available forthwith for the execution of a project that would enable the fulfilment of this objective.  

Mobileum Management has backed the revision and adaptation of the Quality Management System on a 

periodic basis, in accordance with the company’s internal needs and strategic changes.    

 

7.2 FOCUS ON CUSTOMERS 

All projects are developed in three major steps: 

 Sales 

 Management of the project and its execution 

 Gathering and processing of data regarding the evaluation of customer satisfaction  

 

The appraisal of the customers’ requirements begins at the sales phase during the elaboration of the tender, as 

described in procedure P_QMS_018 – Sales. 

For any type of project, there occurs, after awarding, a phase wherein the global vision of the project is 

synchronized with the details of its requirements, as described in the following procedures:  

 P_QMS_001_E – Project Management 
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 P_QMS_002_E – Solution Development 

 P_QMS_030_E – Production Support 

 P_QMS_036_E – Product Support 

 P_QMS_031_E – Training 

 P_QMS_014_E - Consulting 

 P_QMS_016_E -  Placement  

 P_QMS_039_E - Managed Services  

 

In order to guarantee that all requirements are implemented and delivered without any problems, all solutions 

developed by Mobileum Risk BU are subjected to a systematic testing process, as described in the procedure. 

 P_QMS_005_E – Test Management 

Following the customer’s acceptance of the project, the process is initiated whereby data regarding the evaluation 

of the customer’s satisfaction is gathered and processed, as described in procedure P_QMS_011_E – Customer 

Management 

 

7.3 QUALITY POLICY 

It is incumbent on the Management to review the Quality policy, during the annual Strategic Planning Cycle , in 

order to guarantee that it: 

 Suits the organization’s objectives, is appropriate to the purpose and context of the organization and 
supports its strategic direction; 

 contemplates the fulfilment of the Quality Management System’s requirements and the continuous 
improvement of its efficacy; 

 Supplies a framework for the establishment and review of the objectives of quality ; 

 Is communicated and understood within the organization; 

 To ensure product, solutions, processes, marketing and organization innovation; 

 Strong collaboration with Partners and with the environment where the company is incorporated ;  

 Employees as part of the Quality  Management System ;  

  Focus on internal training ;  
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 Encourage, promote communication and constant feedback between employees and Top 
Management  

 Promote continuous improvement of the effectiveness of the QMS Management System;  
 

 

Top Management presents to Mobileum Risk BU the Company strategic plan, each year to all employees. 

 

Mobileum Risk BU’s Quality Policy is completely aligned with those company strategic guidelines. 

 

Mobileum Risk BU guides its innovative activity on the grounds of its mission and strategic vision, which 

continually seeks to add value to their customers and partners.  

The mission of Mobileum Risk BU is reflected in the commitment to contribute to the business sucess of its 

customers.  

Guarantees it together with its partners, through aligning their solutions with the business challenges of clientes 

and through his own knowledge.  

 

Customer satisfaction allied with the motivation and excellence of Mobileum Risk BU’s people are key for an 

effective and results driven management of QMS System.  

 

Mobileum Risk BU strategy from start included an agressive internationalization based on the competitive 

advantage resulting from this innovative, distinctive and competitive range of products and solutions, which led 

the company to become a global market leader in Telecom Revenue Assurance Software.  

Mobileum Risk BU strategic vision of being a global market leader in Business Assurance solutions will allow 

the company to reach a new development stage and maintain the innovation path. 

Mobileum Risk BU’s target industries (originally Telecommunications, but currently investing in its expansion 

into the Retail, Energy and Financial) are highly dynamic and high tech driven industries where the capacities 

to innovate and to keep up with the market are key success factors for any solution provider. 

 

For this reason R&D cannot be seen as a conquered success factor but as a vital and continuing challenge to 

ensure its continuing success demanding constant experimentation, analysis, research, prototyping and 

development of new features and solutions that retain Mobileum Risk BU’s products, marketing, processes and 

organization at the forefront of the market.   

 

Consequently Mobileum Risk BU encourages the incorporation in their values and working practices the 

appreciation, generation, management, analysis and application of innovative ideas, as well as monitoring the 

markets for the detection and evaluation of business and technology trends. 

Based on them, Mobileum Risk BU draws up its technological evolution plan. This plan is re-evaluated 

periodically and is adapted to external conditions, always aligned with Quality Management principals and with 

Mobileum’s strategy.  
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7.4 PLANNING 

 

 QUALITY OBJECTIVES 

 

One of the results of the Strategic Planning Process is the establishment of the company’s annual objectives. In 

order to ensure that they comply, these objectives are extended to all relevant business units, processes and 

functions within the organization.  QMS objectives are defined each year completely aligned with the strategic 

guidelines defined by the company as defined in the QMS policy. 

 

  PLANNING OF THE QUALITY MANAGEMENT SYSTEM  

Ever since the birth of Mobileum Risk BU concerns existed with regard to the definition and implementation of a 

Quality Management System capable of enabling:   

 The establishment of methodologies in support of the company’s core business activities; 

 The systemization of activities related to the company’s on-going management; the fulfilment of the 

requirements pertaining to the NP EN ISO 9001 standard. 

An initial plan was elaborated in order to reach these objectives, which has been the object of revision with the 

aim of guaranteeing the fulfilment of the annually defined company objectives and the follow-up of the 

company’s strategy. 

Quality Management System Planning takes in consideration the company context and interested parties and 

Risks and opportunities related are taking in consideration in this planning as well actions to mitigate those 

risks. 

 

7.5 RESPONSIBILITY, AUTHORITY AND COMMUNICATION 

  RESPONSIBILITIES AND AUTHORITIES 

Mobileum Risk BU has defined a career plan for its employees. A detailed description of each function’s 

responsibilities can be found in instruction I_QMS_012_E – Job Descriptions. 

Within the scope of project execution, the following functions have been defined: 

 Project Director – Performed by an employee whose category is higher than or equal to that of Manager  
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 Project Manager – Performed by an employee whose category is higher than or equal to that of Senior 

Consultant 

 Tester – Performed by one of the elements of the testing team. This function applies only to projects of 

the Solution Development variety.  

 Configuration Manager – Performed by one of the elements of the supporting Technology team 

The description of the responsibilities associated to each of these functions can be found in T_QMS_005_E – 

Proposal and in T_QMS_014_E – Project Development Plan. 

This model is the basis for the elaboration of tenders and project planning, and is used for conveying these 

responsibilities to the customer. 

 

 

  MANAGEMENT REPRESENTATIVE   

 

The Management deliberated that Quality is one of the concerns at Mobileum Risk BU and has selected a team 

responsible for guaranteeing the maintenance and continuous improvement of the Quality Management 

System.   

It is incumbent on the person responsible for the Quality process to elaborate the quality plan, identify 

processes, and ensure that the quality system meets all the requirements of the NP EN ISO 9001 norm and 

guarantee the performance of internal audits and respective corrective measures.  

 

7.6 MANAGEMENT REVIEW 

One of the following events (inputs) can trigger the annual revision of the Quality Management System:    

 Changes in company strategy 

 Review of the supply of products and services 

 Interface Management analysis: 

-Competitive analysis (Strategic Plan, Marketing Plan, Mobileum’s Portal Market analysis 

(SPC, AOP, Mobileum’s portal) ; 
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 Knowledge production and Management: 

 

-Customer feedback analysis; 

-Lesson learned analysis (QMS Revision analysis and Services Survey); 

 

 QMS Management System analysis & Management:     

-Internal Audits results (P_QMS_013_E – Quality Audit, P_QMS_017_E – Corrective and 

Preventive Actions); 

-Results from the Management System analysis – Quality Management System Revision;   

-Results from Processes monitoring  

 

Quality system revision is made by the Quality Process Owner in order to analyse the essential key 

points for the innovative activity of the company. 

Quality system review is presented, and approved, by the top Management.  

 

As outputs of the QMS Management System, review is considered: 

 

 Actions to be implemented with the aim of improving the effectiveness of QMS Management System; 

 

 Possible need for Human resources, financial or technology resources to ensure the adequacy of the 

QMSI Management System to the Company practice and adequacy with NP EN ISO 9001 “Quality 

Management System Requirements; 

 

 Changes in Policies, goals, key performance indicators, processes or other elements associated with the 

implemented QMS Management system. 
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8 Resource Management _ Support  

The Human Resources process includes all activities related to: 

 Hiring and Selection  

 Integration of new employees 

 Skills Management  

 Performance Evaluation 

 Training 

 Administrative Management 

 

The Information Technology process encompasses all activities related to the: 

 Definition and implementation of the policy of backups 

 Definition and implementation of the anti-virus policy 

 Management of the Hardware and Software register 

 Guarantee of information security 

 Creation and maintenance of workstations for all employees 

 Maintenance of facilities 

 

The annual resource plan containing the definition of the headcount per business unit results from the strategic 

planning cycle described in the Management process. 
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8.1 PROVISION OF RESOURCES 

The annual resource plan per business unit results from the strategic planning cycle.  

The selection and recruitment of new employees is in accordance with the content of procedure P_QMS_008_E 

– Hiring and Selection.  

The integration of new employees is in accordance with the content of procedure P_QMS_007_E- New Hires 

Integration. 

Mobileum Risk BU has implemented a fixed workplace philosophy for employees that are permanently based at 

the company.  There exists a set of mobile workplaces not attributed to any specific employee, and which can 

be used by anyone who occasionally visits the office.  

With Technological Renovation in 2010, all employees have a laptop.  

In order to guarantee that all employees are permanently contactable, the company ensures that a company cell 

phone is available to all employees. 

 

8.2 HUMAN RESOURCES 

  OVERVIEW 

Aims to ensure the correct mapping and adaptation of employees’ skills to the company business needs and 

demands, acting on new employees hiring and selection process and a close guidance during boarding and 

integration period, continuing on, throughout each employee’s professional cycle within the company through a 

continuous training process (described in procedure P_QMS_006_E – Internal Training) 

The company Annual Training Plan is built upon external and internal approaches, allowing a better and more 

complete access to different training areas from company’s employees and consequently serving as a learning 

and career accelerator for each individual. 

As previously mentioned, apart from external training sessions/partners, Mobileum Risk BU fosters a set of 

internal training sessions, using and engaging employees with a proven track record and skills set in their area 

of expertise and therefore recognized as practice leaders, reinforcing our belief in leveraging and capitalizing 

our internal know how. These trainings aim to better prepare company’s employees in several areas  

 

 



 

 
www.mobileum.com 

 
                                                   

 

           

 

 

Mobileum Public  Page 60 

M_QMS_001_E – Quality Manual – Risk BU  14-10-2022 

 

 

  COMPETENCE, AWARENESS AND TRAINING 

 
For a better and more user’s friendly access to Mobileum Risk BU team’s skills and experiences, a CV template 

was created and its fulfilling is mandatory for all employees. Each employee’s CV is available on the intranet 

allowing an efficient skills database management, enabling Project and Team Managers to better adapt and 

match each project skills and seniority need’s to suitable consultants/employees. This database update and 

management is in accordance with procedure P_QMS_015_E – Skills Management. 

 

The Annual Training Plan deployment is as described in P_QMS_006_E – Internal Training.  

 

People Culture team is responsible for ensuring compliance with our training process, including participants 

and program management, and respective logistics (when/if necessary). 

 

8.3 INFRA-STRUCTURE 

Since the Technological Renovation in 2010, all employees have a laptop and all the corporate Systems around 

the world were centralized on a unique Datacentre (NOS’ DC). 

All Employees have remote access to those centralized systems through VPN (according to Security Policy’s in 

place) 

The availability to all employees of the necessary conditions for the performance of their tasks is an ongoing 

concern at Mobileum. 

All laptops have a set of software applications installed as part of the standard image, and which contain all the 

necessary tools for the performance of each employee’s functions. 

Suuport, IT & Facilities area ensures all infra-structure support.   

This area has the further responsibilities of: 

 Defining and managing the implementation, operability and support of the backups policy 

 Defining, ensuring the implementation, operability and support of the anti-virus policy 

 Defining, managing and guaranteeing the operability and support of all systems 

 Defining, managing  and guaranteeing the operability and support of all laptops and Printers 

 Defining, managing and guaranteeing the operability and support of the Network (WAN&LAN) 
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 Defining, managing and guaranteeing the security of all Infrastructure (Phisical and Logical) 

 Keeping the equipment and software register updated 

 Defining, managing  and guaranteeing the operability of the company’s Facilities 

 

8.4 WORK ENVIRONMENT 

As a SW company, the result of the company work depends on the work carried out by its employees, and 

consequently on their level of motivation.  

In order to ensure a high level of motivation and a positive working environment, a great investment in employee 

follow-up is made by all managers. There also exists an informal relationship between all organizational levels, 

as well as work in an open-space environment, teamwork, semi-annual performance appraisals of employee 

motivational and involvement levels.   
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9  Product and Services Realization 

The Project Management process encompasses all activities related to: 

 Project start-up 

 Project planning  

 Execution and control 

 Project closure 

Mobileum Risk BU’s projects are segmented into 7 different types, each one corresponding to a company 

process: 

 Solution Development – Development of tailored software or customization of packages  

 Production Support – Activities providing support to Production  

 Consulting – Consulting projects 

 Placement – Placement of skills 

 Managed Services - Delivery of  solutions on a Managed Services Model and maintenance of 

solutions 

The Sales process encompasses all activities related to the initial gathering of the requirements needed for the 

elaboration of the proposal. 

The Customer Management process follows up on the execution of the whole project through the gathering of 

feedback by the customer managers, the gathering of end-of-project feedback and the provision of customer 

support after project delivery.  

All products developed internally have an associated life cycle, which is included in the Product management 

process.  

 

9.1 REALIZATION PLANNING 

As one of the activities of the Project Management process, the planning of the realization of the product or 

service begins after the start-up decision of the project, as is described in procedure P_QMS_001_E – Project 

Management. 
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The plan, the project requirements, documentation made available during the project’s life cycle, the team, the 

activities of verification and validation, as well as other information relevant to both internal and customer project 

management, are described in detail in the Project Development Plan, based on model T_QMS_014_E.  

 

9.2  PROCESSES RELATED TO CUSTOMERS 

 
 DETERMINATION OF REQUIREMENTS RELATED TO THE PRODUCT AND 

SERVICES  

Activities related to the determination of project requirements begin during the qualification phase of the 

proposals, as described in procedure P_QMS_018_E – Sales. After the decision to begin the project, whatever 

its kind, an alignment and refining of its requirements is carried out with the customer. These activities are 

described in detail in the following procedures: P_QMS_002_E _ Solution Development, P_QMS_030_E – 

Production Support and P_QMS_014_E – Consulting, P_QMS_039_E- Managed Services . 

The determination of product requirements is carried out by the Product Maintenance Team and is described in 

procedure P_QMS_021_E _ Product Management. 

This team has the responsibility of identifying, for each product/ project, statutory and regulation requirements 

related to it. 

In projects developed internally, only the solutions developed for Roaming Management Systems are regulated 

on a worldwide basis by the standards of the GSM Association. These solutions comply with the standards 

(Permanent Reference Document) mentioned in the GSM Association website. 

 

  REVISION OF PRODUCT & SERVICES – RELATED REQUIREMENTS 

The revision of customer requirements can be carried out either during the proposal negotiation or after its 

awarding, during the Envisioning phase, the main objective of which is to ensure the alignment of the project 

vision shared by the customer and Mobileum. 

Whenever the initial proposal is revised, a new version is produced and kept in its repository.  

With respect to new product versions or releases, the revision is carried out based on the suggestions and 

problems registered on the Support Site (WOSS) relative to each product – both by customers and by the product 

development team. Improvements suggested by the Testing team and registered in the QualityCenter and 

SmarteQM are also analysed.  
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  COMMUNICATION WITH THE CUSTOMER 

Communication with the customer is carried out through meetings, information exchange via email or through 

the availability of information on the company internet page. 

Any customer may register suggestions and complaints in relation to the work carried out by Mobileum Risk BU, 

using the email address indicated on the company Internet site, which can also be found in our proposals. The 

customer can also do this by means of project control meetings, where he can communicate his suggestions and 

complaints to the Project Leader or the Project Director, or by resorting to meetings with the accounts manager.   

These manifestations of dissatisfaction are registered and processed in accordance with the following procedure: 

P_QMS_023_E – Claims and suggestions_Risk BU. 

 

9.3 CONCEPTION AND DEVELOPMENT 

  PLANNING CONCEPTION AND DEVELOPMENT 

The planning of the conception and development of services rendered within the scope of projects is carried out 

in accordance with the layout of the following procedures   

 P_QMS_001_E – Project Management 

 P_QMS_002_E – Solution Development 

 P_QMS_030_E – Production Support 

 P_QMS_014_E – Consulting 

 P_QMS_016_E – Placement 

 P_QMS_039_E – Managed Services 

The planning of the conception and development of products developed and supported by Mobileum Risk BU is 

carried out in accordance with: P_QMS_021_E – Product Management 
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  INPUT TO CONCEPTION AND DEVELOPMENT 

In the services rendered by Mobileum’s Risk BU, the proposal and documents pertaining to the envisioning and 

specification of requirements represent a work base for conception and development, as described in the 

following procedures: 

 P_QMS_002_E – Solution Development 

 P_QMS_014_E – Consulting 

 P_QMS_036_E – Product Support  

 P_QMS_039_E – Managed Services 

Regarding new product versions, these are prepared based on the information registered in the support site of 

each product and on the information contained in the QualityCenter/ SmarteQM. 

 

  OUTPUT FROM CONCEPTION AND DEVELOPMENT 

The results of conception and development are laid out in detail in the support methodology for project execution, 

namely: 

 P_QMS_002_E – Solution Development 

 P_QMS_030_E – Production Support 

 P_QMS_014_E – Consulting 

 P_QMS_036_E – Product Support  

 P_QMS_039_E – Managed Services  

 

  REVISION OF CONCEPTION AND DEVELOPMENT  

All project teams developing highly complex solutions include an element responsible for Quality, a task normally 

undertaken by the Project Director and/or Leader, whose main function is to ensure the end quality of the 

documentation and solution delivered to the customer, as well as traceability among documents produced during 

the various phases of methodology. The project leader reviews all documents produced by the project team, 

before delivering them to the customer. 
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  VERIFICATION OF CONCEPTION AND DEVELOPMENT 

The verification sessions, whose purpose is to ensure that the results of a given methodology phase comply with 

its input requirements, are guaranteed by the project leader and the testing team, as described in the following 

procedures: 

 P_QMS_001_E – Project Management 

 P_QMS_002_E – Solution Development 

 P_QMS_030_E – Production Support 

 P_QMS_014_E – Consulting 

 P_QMS_005_E – Test Management 

 P_QMS_036_E _ Product Support  

 P_QMS_039_E _ Managed Services   

 

  VALIDATIONS OF CONCEPTION AND DEVELOPMENT  

All solutions developed by Mobileum Risk BU are subjected to a quality control process, the main objective of 

which is to ensure that all requirements have been implemented and that there are no flaws. This process is 

detailed in procedure P_QMS_005_E – Test Management. 

 

 

  CONTROL OF CHANGES IN CONCEPTION AND DEVELOPMENT 

The following issues may trigger the process of change control:   

 Change requests made by the customer 

 The detection of problems/flaws by the internal or the customer’s testing team 

 Changes aiming at solution improvement, carried out by the development team  

These activities are supported by the following procedures: 

 P_QMS_005_E – Test Management  
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 P_QMS_003_E – Configuration Management 

 I_QMS_041_E – Change Management  

 P_QMS_001_E – Project Management 

 

9.4  PURCHASES_EXTERNAL SUPLIERS  

 
Mobileum Risk BU carries out its purchasing processes, for products or services that affect the quality of its final 

product, based on instruction I_QMS_042 _E– Suppliers Rules. 

 

 

9.5 PRODUCTION AND SUPPLY OF SERVICE 

  CONTROL OF THE PRODUCTION AND THE SUPPLY OF SERVICE 

All solutions developed by Mobileum Risk BU have associated to them a set of standardized documentation, 

delivered to the customer, as is described in the methodology support procedures on which the product’s 

execution was based.   

For projects of the Solution Development type, the customer is given the documentation identified below, as 

described in procedure P_QMS_002_E – Solution Development: 

 User manual 

 Operations Manual 

 Installation Manual 

 Release Notes 

 

  VALIDATION OF THE SERVICE PRODUCTION AND SUPPLY PROCESSES 

 
For projects of the Solution Development type, Mobileum Risk BU supports all activities from the delivery of the 

solution to the customer, to the start of its production, as described in procedure P_QMS_002_E – Solution 

Development.  

All activities related to product maintenance are described in procedure P_QMS_036_E – Product Support 
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 IDENTIFICATION AND TRACEABILITY 

 
The identification and control of the versions of the items comprising the solutions provided by Mobileum Risk 

BU are carried out using the PVCS Dimensions tool, or, if this development is carried out at the customer’s 

installations, using tools provided by the customer. This is described in procedure P_QMS_003_E - Configuration 

Management. 

 

  CUSTOMER PROPERTY 

 
The documentation provided by the customer is processed according to the layout of procedure P_QMS_004_E 

– Document Management. Real customer data is accessed sporadically and only in cases where the customer 

provides a username and password to that effect.  

 

  PRODUCT PRESERVATION 

 
The products of Mobileum Risk BU, "source code" of SW produced under the products marketed by Mobileum 

Risk BU, are stored on a central server, to which the backups are secured according to the statement 

I_QMS_045_E - Politics Backups. 

The availability of products to customers is done through "object code", using one of the following methods: 

- FTP Site Mobileum Risk BU isolate internal network (DMZ specified for this service) Public access to 

only port in FTP Server with Windows Integrated authentication on the FTP Server, which is available 

in a "user" folder and temporary Customer for this make the Download SW. 

- CD sealed and delivered personally to the Customer by Mobileum Risk BU or shipped to customers 

by providers of transport services 

 

The fact that the SW is available in "object code" means that does not allow the adulteration of the product by 

others. 

 

 

9.6 CONTROL OF MONITORING AND MEASUREMENT RESOURCES 

 
This requirement is excluded from the scope of the audit, since none of the activities developed by Mobileum 

Risk BU need to resort to this kind of devices / resources.  
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10    Monitoring, analysis and improvement 

10.1   OVERVIEW 

Mobileum Risk BU monitors the KPI defined annually for the company, and the results, are monitored and shared 

by Mobileum Top Management to the Board .   

 

10.2   MONITORING AND MEASURING 

 

 CUSTOMER SATISFACTION 

 
The garnering and processing of data regarding the satisfaction of Mobileum Risk BU customers is carried out in 

accordance with the layout of procedure P_QMS_011_E – Customer Management. 

 

 

 INTERNAL AUDIT 

 
Internal audits are carried out with the frequency defined in the Quality plan and in accordance with procedure 

P_QMS_013_E – Quality Audits. 

Internal audit results are processed in accordance with the layout of procedure P_QMS_017_E – Corrective and 

Preventive Actions. 

 

 

 MONITORING AND MEASURING OF PROCESSES 

 

The KPI defined annually and monitored monthly enable Mobileum Risk BU to monitor its processes. 

 

 MONITORING AND MEASURING OF THE PRODUCT  

 
In order to control and continuously improve the solutions development process, Mobileum Risk BU has identified 

a set of metrics that enable the measuring of the efficiency and operability of those solutions, and which are 

described in procedure P_QMS_034_E – Measuring Analysis and Improvement.   

 

 

10.3    CONTROL OF NON-CONFORM PRODUCTS 
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All solutions developed by Mobileum Risk BU undergo a rigorous testing process in accordance with procedure 

P_QMS_005_E – Test Management and I_QMS_041_E – Change Management. This process enables the 

identification and correction of flaws in the solution, prior to its delivery to the customer. No product is delivered 

to the customer without first being subjected to system tests by an element unattached to the development team.  

Any detected errors are registered and communicated to the development team for correction. 

 

 

10.4    DATA ANALYSIS 

 
The garnering and analysis of data is carried out monthly, for the monitoring of the company KPI, and at the end 

of the project, for product and customer satisfaction index Indicators.  

After each internal audit, the results are evaluated in order to equate the corrective and preventive measures to 

be taken.   

 

10.5    IMPROVEMENT 

 
  CONTINUOUS IMPROVEMENT 

Mobileum Risk BU strives to continuously improve the efficacy of its Quality system through the use of the Quality 

policy, the performance analysis of the company KPI, audit results, the analysis of relevant data, corrective 

actions and through management revision. 

 

 

 NON CONFORMITY AND CORRECTIVE ACTIONS 

 
Identified corrective actions are identified and implemented in accordance with procedure P_QMS_017_E – 

Non-conformity and Corrective Action. 


