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Delight Customers with
superior
products and services.
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Quality Policy

QUALITY POLICY

At NMHG, it is our policy to deliver products and services that meet or
exceed the expectations of our customers.

This is accomplished hy:
Understanding completely our Customer’s requirements on a global basis.

Translating these customer requirements into an effective and capable product and
services strategy through excellence in Product Development and Product Support.

Manufacturing products under controlled conditions with capable processes and
competent personnel.

Implementing sourcing policies and actions that promote long term, mutually
beneficial supplier relationships and ensuring superior gquality, delivery,
responsiveness and value.

Verifying and validating that products, parts and product support services will meet
all customer requirements.

Continuously monitoring, analyzing and improving all processes affecting the
guality of our product, parts and product support services.

Actively supporting and complying with all regulatory and environmental
requirements.
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e Quality Sys_tem Fundament
—1SO 9001 & I1SO 14001
— Demand Flow Technology (DFT)
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e Organization

— European Quality Steering Team
 Main objective Plant Tour:
— Show Shop Floor Quality controls
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Quality

How Quality is Baked into the Product

ISO 9001 Certified
Compliance Audits through

requirements

NMHG Internal Audits

UL - Audits
Site Self Audits

Product Conformity

* Freedom from deficiencies
* Meet customer spec. (features)
* Records

New Product Introduction

N

Processes

1. Review Gate (FMEA)

2. Certified Mananufacturing
3. Parts Approval

4. Process Change Request

Output

1. Line Design (Process Capability)

2. Line Documentation (Build Requirements)
3. Trained Operators (Certification)

4. Prototypes (Verfication)

5. Phase-in & Phase-out

6. Record (Product Conformity)

Manufacturing Operations

1r 10

Processes

1. Demand Flow Technology & 5-S(DFT)
2. Process Audits

3. Supplier Corrective Action

4. Team Briefings Quality Info

5. In-coming Inspection / R-order
Output

1. Maintance Inspection Requirements
(In-process checks TQC's and Verifies)
2. Final Inspection and Test

3. Shop Floor Training/product upgrades
4. Tooling Maintance & Calibration

5. Record Keeping
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Design for Quality

Processes

1. Review Gate

2. Design Reviews & Reliabilty growth
3. Parts Commonality

4. On-Site Field Testing
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Supplier Quality (SQE)
Processes:

Parts Approval

Process Change Request
SCAR

Dealer / End User
Feedback
Delivered Quality
Warranty
Visits
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Customer Care

Processes

1. PQIP (HLC's & NCR's)

2. CEE

3. Product Audits

4. CAPA

5. Factory Commisioning Team
Output

1. Corrective / Preventive Actions
2. Communication to Dealers
3. Truck File

4. Quality Reporting

5. BMS - compliance
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