
Quality Policy 

March 2024 

 

Fit Out | Construction | Engineering services 
www.isgltd.com 

  

 



Quality Policy 

March 202�� 

Fit Out | Construction | Engineering services 
www.isgltd.com 

1. Policy statement of intent

To implement this vision and to achieve our quality objectives, we have developed processes and 
procedures that are contained within our management systems. 

In the UK and other countries in Europe and Asia where ISG operates, these have been certified 
as meeting the requirements of ISO 9001. Compliance with this standard is mandatory for all ISG 
employees and ISG business partners operating in these countries. 

�:�H���D�U�H���F�R�P�P�L�W�W�H�G���W�R���W�K�H���F�R�Q�W�L�Q�X�D�O���L�P�S�U�R�Y�H�P�H�Q�W���R�I���T�X�D�O�L�W�\���D�F�U�R�V�V���D�O�O���D�U�H�D�V���R�I���,�6�*�¶�V���R�S�H�U�D�W�L�R�Q�V����
and to remain at the forefront of implementing best practice initiatives within our business and 
management systems. 

We fully understand all applicable requirements of our customers and interested parties and are 
committed to satisfying their needs through our commitment to the: 

�„ Quality of design, that meets Statutory, Legislative, Contracted requirements of our
Customers.

�„ Quality of products and materials used that meets Statutory, Legislative and Contracted
requirements. They will be procured from Suppliers and Installers that are suitably competent,
trained and demonstrate the right behaviours on our sites.

�„ Quality of finish and completeness, that meets in full the Contracted
specifications/requirements and any other applicable legislation.

�„ Quality of handover, that allows our Customers to thrive in the spaces we provide.

�„ Quality of staff, the competency of our own staff and appointed Consultants/Subcontractors.

�„ Quality of our management systems, these must be effective to support consistent delivery
against Statutory, Legislative and Contracted requirements.
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2. Introduction

2.1. ISG is striving to create a positive and inclusive working environment and culture, providing the conditions for
individuals and teams to thrive and achieve the highest standard of performance and service, where 
contributions are fully recognised and valued by all. 

For an international organisation the size and complexity of ISG, it is imperative that an effective and 
�X�Q�D�P�E�L�J�X�R�X�V���R�S�H�U�D�W�L�R�Q�D�O���I�U�D�P�H�Z�R�U�N���L�V���L�Q���S�O�D�F�H���W�R���H�Q�V�X�U�H���W�K�D�W���³�4�X�D�O�L�W�\�´���L�V���W�D�F�N�O�H�G���L�Q���D���S�O�D�Q�Q�H�G���D�Q�G���F�R-
ordinated manner. This Quality Policy details the framework for the organisation and management of Quality 
within ISG. 

2.2. �7�K�L�V���S�R�O�L�F�\���K�D�V���E�H�H�Q���Z�U�L�W�W�H�Q���W�R���F�R�Q�I�L�U�P���,�6�*�¶�V���D�S�S�U�R�D�F�K���U�H�J�D�U�G�L�Q�J���4�X�D�O�L�W�\���D�Q�G���2�S�H�U�D�W�L�R�Q�D�O���(�[�F�H�O�O�H�Q�F�H�����D�Q�G���W�K�H��
responsibilities of different individuals within the organisation to ensure adherence to it. A focus within the 
policy has been placed on UK regulations, standards and the specific requirements of Contracts signed, which 
�L�V���Z�K�H�U�H���W�K�H���P�D�M�R�U�L�W�\���R�I���W�K�H���J�U�R�X�S�¶�V���E�X�V�L�Q�H�V�V���L�V���O�R�F�D�W�H�G�����+�R�Z�H�Y�H�U�����,�6�*���R�S�H�U�D�W�H�V���L�Q���P�D�Qy countries around the 
world; we understand that for other jurisdictions in which ISG carry on business, different or additional 
requirements may also exist, on a country-by-country basis. In such instances, additional local policies and 
procedures may be required to supplement this over-arching Group policy for Quality. 

2.3. Where local variations are necessary, the Managing Director of each non-UK business shall be responsible for 
ensuring that such arrangements are accurately recorded via a separate policy (or an addendum to this 
policy), in conjunction with their own Quality Departmental Leads. The Head of Quality will carry out a review 
of such local policies as is appropriate, to satisfy the ISG Statutory Board that they are of a similar standard to 
the UK approach/template. 

2.4. All staff in ISG have a duty to perform to the best of their ability and to undertake their job/role to the highest 
standard. It needs to be recognised that all our staff have both external and internal Customers. 

2.5. In order to do this, ISG, its managers and staff, must know their accountabilities and responsibilities for the 
management of Quality, how this relates to the Contract/Project in question and all relevant Statutory and 
Legislative requirements. 

2.6. ISG staff have an obligation to comply with ISG processes and procedures as contained on our business 
Management System that in turn allows ISG to fulfil its contracted, specified and legal obligations. Members of 
staff who fail to fulfil or discharge their responsibilities satisfactorily, may be subject to disciplinary action. 

2.7. This policy applies to all people who perform services for or on behalf of ISG (including all full and part-time 
employees, all Directors, all agency staff/contractors and all persons employed by all Group companies). It 
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4. Arrangements to deliver this policy

4.1. �,�6�*���S�U�R�G�X�F�L�Q�J���D���3�U�R�M�H�F�W���V�S�H�F�L�I�L�F���³�3�U�R�F�X�U�H�P�H�Q�W���6�W�U�D�W�H�J�\�´���W�K�D�W���V�H�W�V���R�X�W���W�K�H���S�O�D�Q�V���I�R�U
packaging/tendering/negotiation of the works to Subcontractors who are equally experienced, 
competent and skilled in undertaking their specialist element of the product/Project. 

4.2. ISG compiling an Appointment/Subcontract that sets out explicit/express terms relating to the quality 
standards that are required to be undertaken by the subcontractor on every project. This will include 
reference to Main Contract terms and appendices as considered appropriate. 

4.3. ISG adhering to the quality control requirements, as set out within our Management System and are 
relevant to the scope of the works undertaken. 

4.4. Quality objectives: The Statutory board, with input from the Business Group and Heads of Quality 
shall establish quality objectives with the intention of minimising risk, supporting the continual 
development of the management systems an�G���W�K�H���H�Q�K�D�Q�F�L�Q�J���F�R�P�S�D�Q�\�¶�V���S�H�U�I�R�U�P�D�Q�F�H�����7�K�H��
objectives set may be at company level through to project level. All objectives shall be clearly defined 
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5.�� Roles and responsibilities

Note that for the sake of simplicity some roles have been grouped under general headings, e.g. 
Delivery staff. This is also to acknowledge that ISG delivers projects across a wide range of 
services with project teams varying in size and structure. 

Company roles Responsibilities 

ISG Statutory Board �„ Setting and authorising this quality policy.
�„ Implementing the appropriate structures, accountabilities and resources within

the business to enable the aims of this policy to be met.
�„ Ensure that customer quality requirements and legal / regulatory requirements

are identified and met.
�„ Setting / agreeing objectives that will actively support this policy.
�„ Reviewing performance and ensuring that action is taken to address adverse

trends and issues likely to affect the quality of the products and services, legal
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Company roles Responsibilities 

�„ Undertaking and supporting investigations into quality issues, including the
production and sharing of output to facilitate collective learning / improvement.

�„ Supporting the business requirements in respect of certifications and
accreditations and other memberships that the business may subscribe to,
including being the primary point of contact.

ISG Quality Managers, auditors 
and inspectors. 

�„ Providing help and support to delivery and other staff to ensure that
�„ management system requirements are understood and met, that customer

requirements including specifications and contracts are understood and met
and that statutory requirements are understood and met.

�„
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6.10. The Subcontract: This is the agreement/appointment between ISG and the 
Subcontractor, it passes down all the quality requirements of the Contract and is 
supplemented with other documents such as the ISG Scope, Quality Plan, Design 
Responsibility Matrix (DRM) and Information Required Schedule (IRS) etc. 

6.11. EDMS (Electronic Document Management System): The electronic system (e.g. Aconex 
or equivalent) used for the control and monitoring of all documents and drawings. 

6.12. Field tools: The electronic field tool (e.g. RDrive or equivalent system in place on the 
Project) used to record and control any defects noted by the ISG Project team and 
deploy digital forms. 

6.13. Quality Plan: The document that sets out how an individual Project/Scheme will be 
managed and controlled (following procedures set down in the ISG Management 
System). 

6.14. Scope document: 


