@ COATES

Quality Policy and Objectives

The Directors of HW Coates are committed to establishing and maintaining a
comprehensive system of Quality Assurance to ensure that all services supplied by the
Company fulfil the needs of our customers, provide safe and legal storage and
distribution for the goods held on behalf of our customers and promote the need for
continual improvement.

The main services provided are:

e Warehousing including repackaging, wrapping and labelling.

e National distribution and transport of packaged goods, both hazardous and non-
hazardous.

e Archiving and data storage services, including logistical support.

The overall responsibility for ensuring the company meets its Quality objectives lies with
the Managing Director.

The company’s primary Quality aims are:

e Supply warehousing facilities and services to satisfy customer requirements and
aim to eliminate stock damage and loss.

e Ensure that orders are delivered in accordance with customer requirements
having particular regard to timeliness, completeness and avoidance of damage.

e Supply archiving and data storage services to meet customer requirements.

e Reduce downtime of vehicles by preventative maintenance ensuring that
vehicles are serviced on time and maintained in accordance with DfT standards.

e To develop operations that aim to continually improve customer service
performance.

The Quality Manual describes the business processes and control procedures by which
the company will both deliver and monitor the quality of its customer service
performance and strive to achieve ongoing improvement.

All provisions contained in the Quality Manual will be maintained as a matter of strict
company policy and carry the full authority of the Board of Directors. The Company will
undertake to comprehensively train all personnel in procedures, methods and working
practices relevant to the correct performance of their duties.

All employees have a responsibility for the quality of their own work. The Quality
Manager will ensure the requirements of the quality system are satisfied on behalf of
the senior management team for all quality related matters.

Audits of the system will be performed in accordance with our plans, and Senior
Management shall formally review performance as prescribed by the requirements of
the Management Review Process.



Quality Policy and Objectives (continued)

The Company’s overall objective is to provide first class warehousing, distribution and
archiving services.

It has defined its annual Quality Management objectives in terms of:

e Orders to be delivered in full

e Orders to be delivered within agreed timescales
e Elimination of claims for damage or loss

e Elimination of customer complaints

e Ensuring maximum fleet reliability

The Company will undertake controlled monitoring of its performance in accordance
with the requirements of 1SO 9001:2015.
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