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1. INTRODUCTION

THE Coca-Cora COMPANY

We are the world's leading manufacturer,
marketer, and distributor of non-
alcoholic beverage concentrates and
syrups, which are used by a network of
bottling partners to produce more than
300 beverage brands. Our corporate
headquarters is in Atlanta, Ga., with

operations in nearly 200 countries.

We serve local market preferences with
a wide variety of beverages, spanning the
entire spectrum of tastes and serving
occasions. Understanding the local

culture — including preferences in work,

recreation, and relaxation activities — is
essential for developing sustainable global

business growth.

In addition to providing top-quality
beverages, we contribute to communities
around the world through our
commitments to education, health,
wellness, the environment, and diversity.
We strive to be a good neighbor —
consistently shaping our business decisions
to improve the quality of life in the

communities where we do business.

THE QuUALITY EVOLUTION

Coca-Cola debuted at the soda fountain

of Jacob’s Pharmacy in Atlanta in 1886. The
world was introduced to Coca-Cola in
glass bottles in 1899. In 1916, multiple bottle
designs were unified to the now-universally
recognized contour shape. And that's how

our business remained through 1955 — one

product, available at soda fountains and in

glass bottles.

Gradually, The Coca-Cola Company
diversified its family of brands. By the

1980s, the Company added powerful brand
extensions such as Diet Coke, Cherry

Coke, and caffeine free Coke. In the 1990s,

cC O N S UM E R S
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there was an unprecedented expansion of

products, processes, and packaging.

From the very beginning, the leaders of The
Coca-Cola Company have realized that
quality sets us apart from our competitors.
For many years, our approach to managing

quality was prescriptive and centrally

TCCQS is the Coca-Cola system’s
branded quality management
system. It helps coordinate and guide
our activities to ensure quality in

everything we do.

controlled. But by the mid-1990s, the realities
of the marketplace sparked changes, and

our approach to managing quality began to
evolve. The business need to please local
tastes, coupled with the need to maintain
consistent quality while quickly introducing
new products, led to the first iteration of The

Coca-Cola Quality System (TCCQS) in 1995.

No longer prescribing what to do, how to
do it, and when to do it, TCCQS featured
quality and environmental standards

that defined the results our worldwide

manufacturing operations were expected to
achieve. Accountability for achieving those
results shifted to the local business units, and,
after 109 years, our approach to managing

quality decentralized.

In 1999, an increased emphasis was placed
on quality planning, management review,
and safety. Further refinements added
standards to address business goals and
objectives, safety, maintenance, and the

environment.

AND THE JOURNEY CONTINUES. ..

And now, TCCQS has evolved again.

TCCQS is the Coca-Cola system’s branded
quality management system. It helps
coordinate and guide our activities to ensure

quality in everything we do.

Why Evolve?

TCCQS must continuously keep pace

with new regulations, quality management

methods, and industry best practices as

well as marketplace conditions. There is
an increased awareness of the importance
of food safety, not only in manufacturing,
but also throughout the entire supply
chain. By refining our requirements, we
further ensure that TCCQS embodies the
most up-to-date, stringent manufacturing
practices... because Coca-Cola is the

Symbol of Quality.
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TCCQS concentrates on customer
and consumer satisfaction...because
Coca-Cola is Customer and Consumer

Satisfaction.

TCCQS must provide the framework for
safety and environmental stewardship
...because Coca-Cola is a Responsible
Citizen of the World.

Overview of The Coca-Cola Quality

System - Evolution 3

This third evolution of TCCQS offers
the following improvements to managing
quality and accelerating quality system

implementation:

m A simplified, streamlined, modular

structure;

B Alignment with externally recognized

standards; and

B A provision to leverage external
resources such as training and
auditing, while addressing the unique

requirements of the Coca-Cola system.

This evolution further enables improved
quality performance and business

excellence driven by:

The framework of TCCQS -
Evolution 3 is much like our business:

multifaceted with Quality at its core.

B Integrating and aligning business and
quality objectives with metrics to

monitor performance;

m Demonstrating top management’s
active involvement in quality

management at each business unit;

B Integrating preventive action as a

management tool;

B Including more rigorous demands
when planning new product/service

introductions;

m Incorporating Hazard Analysis and Critical
Control Point (HACCP) into the Quality

Management System Standard; and,

m Defining problem solving methodologies
and tools to drive continuous

improvement.

The Modular Framework

The framework of TCCQS - Evolution 3 is
much like our business: multifaceted with
Quality at its core. In addition to Quality,
Evolution 3 has Environmental and Safety
facets. The TCCQS framework allows
other business units to seamlessly align
with it.

The Evolution 3 pyramid model has four
layers, starting with The Promise at the

pinnacle. The other layers are:
m Policy
m Assurance

m Control

cC O N S UM E R S




EV OLUTI ON 3 ¢« T H E c O C A - C O L A Q U A L I T Y S Y sS T E M

Each of the pyramid facets has the same
component parts. For example, there is
an Environmental Management System
Standard supported by environmental
performance requirements as well as

a Safety Management System Standard
supported by safety performance

requirements.

Each facet — for Quality, Safety and
Environment — has the same four layers.
Those layers are:

The Promise. The Coca-Cola Company
exists to benefit and refresh everyone it
touches. This is The Coca-Cola Promise.
Regardless of business function, each facet
of the Evolution 3 framework supports

The Promise.

Policy. As the pyramid model illustrates,
this layer consists of a Policy Statement.
The Environmental Policy and the Safety
Policy are found on their respective

sides of the pyramid, just as the Quality
Statement appears on the Quality side of

the model.

Assurance. This layer contains the
management systems designed to ensure
that control/compliance activities are
consistent and effective; ultimately making
sure performance requirements are met.
In the pyramid model, notice that on the
Quality side, the management system
features the Quality Management System
Standard, which meets the requirements
of the ISO Standard 9001:2000 and was

THE FRAMEWORK enables operations
to design processes and actions in these three
important areas around a single operating model.

constructed with the intent to embody
the management system requirements of
the Global Food Safety Initiative (GFSI)
Guidance Document, Third Edition

January 2003: (Part Il) — Requirements

for a conforming Food Safety Standard
(Key Elements), and to stay current with
the most stringent, up-to-date global
requirements governing food safety. In
addition, the Quality Management System
Standard features Company-specific
elements such as incident management and
crisis resolution. For those who choose to
pursue accreditation, the Assurance layer
also integrates the management system
requirements that govern laboratory
operations embodied in ISO Standard |7025.
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On the Environmental facet, the management
system includes the Environmental
Management System Standard, which

has a focus similar to the Quality facet’s
management system. The Environmental
Management System Standard meets the
requirements of ISO Standard [4001:

1996 and has additional Company-specific

elements.

The Safety & Loss Prevention facet features
the Safety Management System Standard
that meets the requirements of OHSAS
18001:1999.

SGS-ICS (Société Générale de Surveillance
- International Certification Services) and
LRQA (Lloyd's Register Quality Assurance),
internationally recognized registrars,
benchmarked TCCQS — Evolution 3 against
quality (ISO 9001:2000), environmental

SGS-ICS (Société Générale

de Surveillance - International
Certification Services) and LRQA
(Lloyd’s Register Quality Assurance),
internationally recognized registrars,
benchmarked TCCQS - Evolution

3 against quality (ISO 9001:2000),
environmental (ISO 14001:1996),
and occupational health and safety
(OHSAS 18001:1999) standards.
They found TCCQS - Evolution 3 to

meet the requirements of all three.

(ISO 14001:1996), and occupational health
and safety (OHSAS 18001:1999) standards.
They found TCCQS — Evolution 3 to meet

the requirements of all three.

Control. Controls, or performance
requirements, are not new to the
Coca-Cola system. Testing and inspection
requirements have been part of the
Company’s day-to-day operations for
more than 100 years. However, today’s
requirements differ from the historical,
prescriptive requirements because

they focus on the results that must be
achieved. Although each local operation
must achieve the same end results, exactly
how they do so varies from location to

location and from process to process.

Notice that the TCCQS - Evolution 3
pyramid model depicts a clear separation
between Control activities and Assurance
activities. Examples of Control activities
include Good Manufacturing Practices,
cleaning and sanitizing methods, and Good

Environmental Practices.

Scope

Evolution 3 brings some changes to the
scope of TCCQS. As the framework
illustrates, TCCQS reaches well beyond

manufacturing and testing operations.

All requirements of this Standard are
generic and are intended to apply to any

organizational unit, regardless of size, type,

cC O N S UM E R S
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Managing
Resources

Requirement

CUSTOMER & CON

> Product Commercialization

Measurement <«
analysis, improvement

Satisfaction

CUSTOMER & CON

Y

and output provided. If a requirement

of this Standard does not apply to an
organizational unit, the requirement may

be excluded. Exclusions are limited to
requirements in elements 3.5.1, 3.7, 3.8, 3.9,
3.13.1, 3.13.2. Exclusions must not affect the
organizational unit's ability or responsibility
to provide outputs that meet the customer's
requirements, The Coca-Cola Company'’s

requirements and applicable laws.

To encourage focus on inbound and
outbound processes, Evolution 3 refines
the existing scope of the traditional
manufacturing supply chain into three
broad categories: inbound (acquisition of
raw materials), transformation (conversion
of raw materials into marketable
products), and outbound (warehousing,

distribution and marketplace).

Process Model

The process model above illustrates the
high-level process linkages in Elements 3.1
through 3.14 of TCCQS - Evolution 3.

The Coca-Cola Quality System - Evolution 3
promotes the adoption of a process
approach when developing, implementing,
and improving the effectiveness of the

quality management system.

This approach offers ongoing control over
the linkage between the individual processes
within our system of processes, as well as
over their combination and interaction.

As a result, the Company is able to meet
customer and consumer requirements and

thus, enhance their satisfaction.
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Certification to TCCQS - Evolution 3

Beginning in January 2004, Company
Certification audits will exclusively be against
TCCQS - Evolution 3. A prerequisite to
Certification is that the organizational unit
seeking Certification meets all performance

requirements and:

m Demonstrates conformance to all relevant
Management System Standards through

an audit;

m Manufacturing operations must conform
to the Quality, Environmental, and Safety

Management System Standards;

Note: Where not specified, top

management of the organizational

unit must define relevant performance

requirements for their operation.

Once the organizational unit meets the
prerequisites, additional Certification

criteria must be met (such as attaining a
minimum product/package Quality Index,
demonstrating improvement trends, and
publicly available sources indicating applicable

food law compliance).

Certification to TCCQS - E3 enables an
operation (if they choose) to attain a host of
external certifications, such as ISO 9001:2000,
ISO 14001, and OHSAS 18001 — saving
audit costs, minimizing operational disruptions,

and realizing myriad benefits.

2. THE CocA-COLA
QUALITY STATEMENT

The Coca-Cola Company exists to benefit
and refresh everyone it touches.

For us, Quality is more than just something
we taste or see or measure. It shows in our
every action. We relentlessly strive to exceed
the world's ever-changing expectations
because keeping our Quality promise in the

marketplace is our highest business objective

and our enduring obligation.
More than a billion times every day,
consumers choose our brand of refreshment

because Coca-Cola is...
B The Symbol of Quality
m Customer and Consumer Satisfaction

B A Responsible Citizen of the World

cC O N S UM E R S
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3. QuALITY
MANAGEMENT SYSTEM

Each organizational unit must establish,
document, implement, and maintain a quality
management system and continually improve
its effectiveness in accordance with the

requirements of this Standard.

o
3.1 Goals & Objectives

3.1.1 Business Planning

Each organizational unit must develop a
business plan that addresses its objectives and
which promotes continual improvement of
the organization and the effectiveness of the
quality management system. This includes the
determination of metrics that allow for the
monitoring of performance against objectives.
Objectives and metrics must be documented.

Top management of each organizational unit
is responsible for ensuring that the business
plan is communicated to all employees. All
employees are responsible for understanding
the business plan, its objectives and metrics
in order to assist with the achievement of
the plan. Progress against the objectives

and metrics must be communicated to all
employees on a routine basis and must be an

input to management review.

Top management must demonstrate
support and commitment to the
development, implementation,

and continual improvement of the

quality system.

The business planning procedure must

consider the following at minimum:

a. Determination of the factors of success for

the organizational unit;

b. An assessment of financial, economic,
environmental, safety, and other current
factors that bear on the organizational

unit’s success;

c. An assessment of the risks posed by
internal and external factors that could
affect the organization'’s ability to meet its
objectives and the assets that it needs to

manage;
d. Human resource capabilities and needs;

e. Quality capabilities and needs, including

resource availability;
f. Objectives and metrics.

Top management of each organizational unit

must ensure that objectives and metrics,
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including those needed to meet requirements
for food safety, are established at relevant
functions and levels within the organization.
The objectives must be measurable and

consistent with the quality statement.

Each organizational unit must demonstrate
continual improvement of objectives and

metrics.
3.1.2 System Planning

Top management of each organizational unit

must ensure that:

a. Planning of the quality management
system is carried out in order to meet the
requirements of The Coca-Cola Company,

as well as its objectives;

b. The integrity of the quality management
system is maintained when changes are
planned and implemented.

3.2 Management
Responsibility

3.2.1 Management Commitment
Top management must demonstrate support

and commitment to the development,

Management of each organizational
unit must develop a quality
statement suited to its own methods

of operation and unique concerns.

implementation, and continual improvement

of the quality system by:

a. Ensuring the availability of appropriate

resources;

b. Establishing a quality statement and
ensuring that key objectives and metrics

are established;

c. Communicating to the organization the
importance of meeting customer as well as

applicable food law requirements;

d. Ensuring a HACCP program is
implemented and maintained in all
manufacturing and distribution operations
that produce and distribute products of
The Coca-Cola Company and its business

partners;
e. Conducting planned management reviews;

f. Ensuring customer requirements are
understood and consistently met with the

aim of enhancing customer satisfaction.

3.2.2 Resources

Top management of each organizational unit
must determine and provide the resources
needed to:

a. Effectively achieve the organization's

objectives, as defined in the business plan;

b. Implement and maintain the quality
management system and continually

improve its effectiveness;

c. Implement, and maintain a HACCP
program in all manufacturing and

distribution operations that produce and

cC O N S UM E R S
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distribute products of The Coca-Cola

Company and its business partners;

d. Ensure and improve customer satisfaction
by meeting customer requirements and

applicable laws.

Note: Provision of resources may be
demonstrated through the business
planning procedure (and the associated
business plan) or through a different

process altogether.

3.2.3 Quality Statement

Top management of each organizational
unit must establish and document its
quality statement. Management of each
organizational unit must develop a quality
statement suited to its own methods of
operation and unique concerns. The quality
statement must:

a. Be appropriate to the purpose of the

organizational unit;

b. Include a commitment to comply
with requirements and to continually
improve the effectiveness of the quality

management system;
c. Include a commitment to food safety;

d. Provide a framework for establishing and
reviewing key objectives and metrics;

e. Be communicated and understood within

the organization;

f. Be reviewed regularly for continuing
suitability.

Top management of each organizational

unit must appoint a member of

management as Quality Systemm Champion.

3.2.4 Quality System Champion

Top management of each organizational unit

must appoint a member of management as
Quality System Champion. This individual
must have the responsibility and authority to:

a. Ensure that processes needed for
the quality management system are

established, implemented, and maintained;

b. Report to top management on the
performance of the quality management

system and any need for improvement;

c. Ensure the promotion of awareness
of customer and applicable food law

throughout the organization.

Note: The term Quality System
Champion is equivalent to Management
Representative within the ISO 9001:2000

framework.

3.2.5 Communication

Top management of each organizational unit
must ensure that appropriate communication
processes are established within the
organization and that communication takes
place regarding the effectiveness of the quality

management system.

Top management of each organizational

unit must confirm that responsibilities and
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authorities are defined and communicated
within the organization (see 3.6.1c).

3.2.6 Management Review

Top management of each organizational

unit must review the quality management
system at planned intervals to ensure

its continuing implementation, suitability,
adequacy, efficiency, and effectiveness. A
procedure must be established that includes,
at minimum, a review and analysis of the

following inputs:

a. Results of audits and HACCP plan

validation:

b. Customer and consumer feedback,
including trends and individual incidents, as

appropriate;

c. Process performance and product
conformity data;

d. Status of preventive and corrective actions;

e. The current Incident Management and
Cirisis Resolution (IMCR) procedure;

f. Follow-up actions from previous

management reviews;

g. Changes that could affect quality

management system performance;

h. The need for changes to the quality
statement (our quality policy), quality

Each organizational unit must
control all documents required by

The Coca-Cola Quality System.

objectives and the overall quality

management system;
i. Progress against objectives and metrics;
jo Recommendations for improvement;
k. Supplier performance.

The output from the management review
must include decisions and/or actions
related to:

a. Improvement of the effectiveness of
the quality management system and its

processes,;

b. Development and implementation of
effective action plans to manage risks to

the business;

c. Adequacy, suitability, and effectiveness of
food safety objectives and the HACCP
program;

d. Improvement of product or service related

to customer requirements;
e. Allocation of resources;

f. Establishment of priorities for
improvement opportunities.

Records of management review, including all

inputs and outputs, must be maintained.

3.3 Documentation

3.3.1 Document Control

Each organizational unit must control all

documents required by The Coca-Cola
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Quality System. A documented procedure
must be established defining the:

a. Structure and numbering of the

documentation system;

b. Protocols for creation and approval of

documents prior to issue;

c. Review, updating as necessary, and

reapproval of documents;

d. Identification of changes and the current

revision status;

e. Use of a master list or equivalent for
internal and external documents;

f. Procedure for distribution and retrieval of
documents (when physical documents are

used);

g. Assurance that relevant versions of
applicable documents are available at the
point of use;

h. Assurance that documents remain legible
and readily identifiable;

i. Assurance that external documents
are identified and their distribution
controlled;

j- Prevention of the unintended use of

obsolete documents;

k. Identification of obsolete documents if they
are retained for any purpose.

Each organizational unit must design a
communication strategy that ensures all
appropriate personnel have access to
the current authorized requirements,

specifications, programs, and procedures.

Each organizational unit must design
a communication strategy that
ensures all appropriate personnel
have access to the current authorized
requirements, specifications,

programs, and procedures.

3.3.2 Management
of Document Control

Each organizational unit must assign
responsibility for document management to a

qualified person. The person must ensure that:

a. The most recent version of internal and

external documents are in use;

b. All personnel have access to relevant
documentation necessary to effectively
carry out the activities related to their

work:

c. All aspects of the document management

procedure are implemented (see 3.3.1).

3.3.3 Quality Manual

Each organizational unit must document and
maintain a Quality Manual that includes:

a. The scope of the quality management
system, including details of and justification

for any exclusions;

b. The documented procedures established
for the quality management system, or
reference to them;
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c. A description of the interaction between
the processes of the quality management
system (see 3.6.1).

3.3.4 Required Documentation

The following must be established, controlled,
and maintained by each organizational unit:

a. Document control procedure;
b. Quality Manual;
c. HACCP program;

d. Control of nonconforming material and

product procedure;

e. Quality Statement (may be controlled
through its inclusion in the Quiality
Manual);

f. Objectives and metrics;
g. Control of records procedure;

h. Competency requirements and levels for
each position;

i. Design and development control

procedure;
jo Commercialization procedure;

k. Procurement, outsourcing, and supplier

management procedure;

Each organizational unit must
determine the documentation—
beyond those documents stated within
these elements—needed to effectively

control its operations.

I. Materials, products, and service integrity

procedure;
m. Calibration procedure;
n. Audit procedure;
o. Audit schedule;

p. Incident Management and Crisis Resolution
(IMCR) Plan;

q. Corrective action procedure;
r. Preventive action procedure.

Each organizational unit must determine the
documentation—beyond those documents
stated within these elements—needed to
effectively control its operations. Individual
documents to address each element are not
required. Where appropriate, documents
necessary for the quality management
system may be combined or divided.
Documents may be established in paper or

electronic form.

[ |
3.4 Records

3.4.1 Control of Records

Each organizational unit must establish and
maintain appropriate records to achieve the

following:

a. Traceability (eg, through retention
samples) and protection of The Coca-Cola
Company's assets;

b. Evidence of conformity to requirements
and of the effective operation of The
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Coca-Cola Quality System;

c. Evidence of conformity to applicable laws,
wherever records are required to be
maintained.

Records must be legible, identifiable, and
readily retrievable. Records may be kept in
paper, electronic, or physical form. Retention
samples are considered records within

the scope of the system. A documented
procedure must be established that includes:

a. The controls needed for the identification,
storage, protection, retrieval, retention

time, and disposition of records;

b. Compliance with Company requirements

and applicable laws;

c. Appropriate backup and storage of
electronic records to avoid loss and to
protect confidentiality. Regular challenges
to the backup system must be performed
to confirm that retrieval of data is possible
when required;

d. Secure storage of paper records and
physical samples to protect from damage
and to ensure integrity over the life of the
record.

3.4.2 Required Records

The following records must be established

and maintained by each organizational unit:
a. Records of management review;

b. Training records for each employee;

o

Design and development input records;

d. Records of the results of design and

Each organizational unit must determine
the records needed—beyond those
records stated within these elements—to

effectively control its operations.

development reviews and any necessary

actions;

e. Records of the results of design and
development verification and any

necessary actions;

f. Records of the results of design and
development validation and any necessary

actions;

g. Design and development change

records;

h. Records of the results of the review of
design and development changes and any

necessary actions;

i. Records of processing and control (where
they occun);

jo HACCP program records;

k. Records of determination of processing

requirements during commercialization;

l. Records of reviews of commercialization
introduction stages;

m. Records of verification of requirements
after production and distribution

simulations;

n. Records of validation under distributed
conditions (test market) against

requirements;
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o. Records of changes during

commercialization;

p. Records of procurement, outsourcing,

and supplier management activities;

g. Records of the review of contractual

requirements;
r. Material and product traceability records;

s. Records of the control of nonconforming
material and product, including
descriptions of the nonconformity and

disposition;

t. Records of the loss, damage or
unsuitability of customer and consumer

property;,

u. Records of material and product
conformance, including indication of

person(s) authorizing release;

V. Records of maintenance;

Records of the results of calibrations
and verifications, including the basis used
for calibration of measuring equipment
where no international or national

measurement standard exists;

Each organizational unit must
implement a documented procedure
for procurement, outsourcing, and
supplier management controls

to ensure effective consistency of

material and product.

X. Records of the validity of the previous
measuring results when the equipment is

found not to conform to requirements;

y. Records of customer contacts, both

proactive and reactive;
z. Records of consumer contacts;

aa. Records of all incidents that occur within
the business unit, their resolution and the

cost to the business to resolve them;

bb. Records of audit results, and follow-up
actions related to internal audits and

supplier evaluations;

Records of the review of the IMCR
procedure;

CccC.

dd. Corrective action records:

ee. Preventive action records;

ff. Records of the review of requirements

for contracts and orders.

Each organizational unit must determine the
records needed—beyond those records
stated within these elements—to effectively

control its operations.

3.5 Material and
Product Integrity

c O N S UM E R S

3.5.1 Procurement, Outsourcing,
and Supplier Management

Each organizational unit must implement a

documented procedure for procurement,
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outsourcing, and supplier management
controls to ensure effective consistency of
material and product. The type and extent
of control applied to the supplier and/or
outsourcing partner must be dependent on
the effect the supplier's material or product

has on products of The Coca-Cola Company.

A documented procedure must be
established that includes:

a. Documentation of requirements. This
will include, as applicable, purchasing
information comprising material and
product specifications and all other
requirements to be met by the supplier
and/or outsourcing partner. Requirements
must be reviewed for adequacy prior to
communication to the supplier and/or

outsourcing partner;

b. Defined criteria and procedures
for selection, authorization, and
reauthorization of suppliers and/or
outsourcing partners based on their
ability to supply material and/or product
in accordance with The Coca-Cola

Company's requirements;

c. Monitoring, measurement, and analysis of
data demonstrating the performance of

suppliers and/or outsourcing partners;

d. Purchasing only from authorized suppliers
and/or outsourcing partners.

Records of these activities must be

maintained.

In the event it is necessary to perform

verification of products or materials at the

Each organizational unit must

implement a documented procedure

to ensure that material, product,

and service effectively conform

to all requirements.

supplier's or outsourcing partner's premises,

the intended verification arrangements and

method of product release must be recorded

and agreed to prior to purchase.

3.

5.2 Material, Product,

and Service Integrity

Each organizational unit must implement

a documented procedure to ensure that

material, product, and service effectively

conform to all requirements. The procedure

must also prevent the inappropriate use of

trademarked material and product.

The documented procedure must include:

a.

Coding and labeling of materials and
products with operational status and
durability;

. Demonstration of two-way traceability of

material and product, and maintenance of

records that facilitate traceability;

. Preservation of product and material

integrity during all stages of processing,
handling, packaging, storage, and
distribution to the customer and/or
consumer. Preservation must also apply

to the material, constituent parts, and
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intermediate stages of the product;

d. Prevention of unauthorized access to
material and product;

e. Controlled distribution of trademarked

material and product;

f. Identification, verification, protection, and
safeguarding of customer property while
it is being used or controlled by each
organizational unit. This must include the
recording and reporting to the customer
if any property is lost, damaged, or
unsuitable for use;

g. Verification of purchased material and
product by inspection or other activities to

specified purchase requirements;

h. Monitoring, measurement, and analysis
of material and product data to verify
conformance with specifications during
appropriate stages of processing,
in accordance with Company

requirements;

i. Records of material and product

conformance against acceptance criteria;

jo Release procedures for material and
product including designation of authority

for release. Records must indicate the

Each organizational unit must implement
a documented procedure to prevent the
use or distribution of nonconforming

material and product.

person(s) authorizing release of material

and/or product;

k. Product release and service delivery
must not proceed until the Company
requirements have been satisfactorily met,
unless otherwise approved by a relevant
authority and, where applicable, by the
customer,

I. Marketplace merchandising practices that

protect and enhance the product;

m. Monitoring and analysis of product quality
data from the marketplace.

3.5.3 Control of Nonconforming
Material and Product

Each organizational unit must implement a
documented procedure to prevent the use
or distribution of nonconforming material
and product. This includes nonconforming

trademarked material, product, or equipment.
The documented procedure must include:

a. Identification and control of nonconforming

material and product;

b. Assignment of all responsibilities and
authorities related to dealing with

nonconforming material and product;

c. Initiation of corrective action on

nonconforming product, as appropriate;

d. Reverification of nonconforming
material and/or product after correction
to demonstrate conformity to

requirements;

20

cC O N S UM E R S




EV O LU T I ON 3 <« T H E

c O Cc A -

cC O L A Q U A L I T Y S Y S T E M

e. Controlled destruction of trademarked

material and product;

Each organizational unit must deal with
nonconforming product in one or more of

the following ways:

a. By taking action to eliminate the detected
nonconformity, including actions necessary

to ensure compliance with applicable laws;

b. By authorizing its use, release or acceptance
under concession by a relevant authority

and, where applicable, by the customer;

c. By taking action to preclude its original

intended use or application.

When nonconforming material or product

is detected after delivery or use has started,
the organization must take action appropriate
to the effects, or potential effects, of the

nonconformity.

Records of the control of nonconforming
material and product, including descriptions
of the nonconformity and disposition
(including concessions, as applicable) must be

maintained.

3.6 Process Integrity

Planning of processes must
be consistent with the overall
requirements and objectives of

the quality management system.

3.6.1 Process Orientation
& Organizational Structure

Each organizational unit must:

a. Identify the processes and procedures
needed for the quality management

system and their application throughout

the organization;

b. Determine the sequence and interaction
of these processes;

c. Define and communicate the
responsibilities and authorities of all

persons;

d. Ensure all processes within the quality
management system are monitored,
controlled, suitable, and effective by
determining, collecting, and analyzing

appropriate data;

e. Evaluate the data to determine where
continual improvement of the effectiveness
of the quality management system can be

made.

3.6.2 Process Monitoring and Control

Each organizational unit must plan, implement,
control, monitor; measure (where applicable),
and analyze its processes, and effectively
ensure that new and existing processes
continuously produce material, product, and/
or service within Company specifications; and
which meet applicable laws and this standard.
Planning of processes must be consistent

with the overall requirements and objectives

of the quality management system. The
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process monitoring and control procedure
(or components of the procedure) must be
documented for processes that affect the
achievement of conformance by material,
product, or service to applicable laws or

Company requirements.

The process monitoring and control

procedure must include:
a. Compliance to applicable laws;

b. Assurance of required equipment process
capabilities;
c. Conformance to Company requirements

for process monitoring;

d. Conformance to Company requirements
for process approval;

e. Implementation of HACCP program and

prerequisites:
f. Determination of effectiveness criteria;

g. Designation of the responsibility for

process monitoring and control;

Determination of applicable statistical

techniques and the extent of their use;

i. Specifications and/or other documentation
that describes the characteristics of the
product;

Each organizational unit must determine,
provide, and maintain the infrastructure
needed to achieve conformity to product

and service requirements.

jo Work instructions, as necessary;
k. The use of suitable equipment;

I. The availability and use of monitoring and

measuring devices;

. Conformance to Company requirements
for release, delivery and post-delivery
activities.

Records of these activities (when they occur)

must be maintained.

Where product or process performance
does not meet Company requirements,
appropriate corrective action must be taken.

3.6.3 Infrastructure
and Work Environment

Each organizational unit must determine,
provide, and maintain the infrastructure
needed to achieve conformity to product
and service requirements. Maintenance
procedures, including routine, preventive, and
corrective maintenance, needed to achieve
product and/or process requirements must
be documented. Records of maintenance

must be maintained.
Infrastructure includes, as applicable:

a. Buildings, workspace, and associated
utilities;
b. Process equipment (including hardware,

software, production equipment, vending

and dispensing equipment);

c. Supporting services (such as transport or

communication).
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Each organizational unit must determine
and manage the work environment
needed to achieve conformity to product

requirements.

3.7 Design and Development

Each organizational unit that performs design
and development activities must implement a
documented design and development control

procedure.

3.7.1 Design and
Development Planning

The organizational unit must plan and control
the design and development of product and

other process outputs.

Design and development planning must

determine:
a. Design and development stages;

b. Review, verification, and validation that
are appropriate to each design and

development stage;

c. Responsibilities and authorities for design

and development.

The organizational unit must manage the
interfaces between different groups involved
in design and development to ensure effective
communication and clear assignment of
responsibility. The design and development
plan must be updated, as appropriate, as the

design and development progresses.

The organizational unit must
manage the interfaces between
different groups involved in design
and development to ensure effective
communication and clear assignment

of responsibility.

3.7.2 Design and Development Inputs

Inputs relating to product requirements must
be determined and records maintained. These

inputs must include:
a. Functional and performance requirements;

b. Applicable laws and food safety

requirements;

c. Information derived from previous similar
designs (where applicable);

d. Other requirements essential to design

and development.

These inputs must be reviewed for
adequacy. Requirements must be complete,
unambiguous and not in conflict with each
other.

3.7.3 Design and Development Outputs

The outputs of design and development must
be provided in a form that enables verification
against the design and development input and

must be approved before release.
Design and development outputs must:

a. Meet the input requirements for design

and development;
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b. Provide appropriate information for
purchasing, production and for service

provision;

c. Contain or reference product acceptance

criteria;

d. Specify the characteristics of the product
that are essential for its safe and proper

use.

3.7.4 Design and Development Review

At suitable stages, systematic reviews of
design and development must be performed
in accordance with planned arrangements to:

a. Evaluate the ability of the results of design

and development to meet requirements;

b. Identify any problems and propose

necessary actions.

Participants in such reviews must include
representatives of functions concerned with
the design and development stage(s) being
reviewed. Records of the results of the
reviews and any necessary actions must be

maintained.

Design and development validation
must be performed in accordance
with planned arrangements to
ensure that the resulting product or
process output is capable of meeting
the requirements for the specified

application or intended use.

3.7.5 Design and Development
Verification

Verification must be performed in accordance
with planned arrangements to ensure that
the design and development outputs have
met the design and development input
requirements. Records of the results of the
verification and any necessary actions must be

maintained.

3.7.6 Design and
Development Validation

Design and development validation must

be performed in accordance with planned
arrangements to ensure that the resulting
product or process output is capable of
meeting the requirements for the specified
application or intended use. Wherever
practicable, validation must be completed
prior to the delivery or implementation of the
product or process output. Records of the
results of validation and any necessary actions

must be maintained.

3.7.7 Control of Design and
Development Changes

Design and development changes must

be identified and records maintained. The
changes must be reviewed, verified, and
validated, as appropriate, and approved before
implementation. The review of design and
development changes must include evaluation
of the effect of the changes on constituent
parts and product or output already delivered.
Records of the results of the review of changes

and any necessary actions must be maintained.
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3.8 Commercialization

Each organizational unit must implement
control of commercialization to ensure
effective manufacture, distribution, and
merchandising of new products and other
process outputs.

A documented procedure must be
established that includes:

a. Planning of commercialization stages, with
the appropriate review, verification, and

validation for each stage;

b. Determination of responsibilities and
authorities for commercialization stages;

c. Management of the interfaces between
groups involved in commercialization,
ensuring effective communication and clear

assighment of responsibility;

d. Determination of processing and
monitoring requirements based on
functional and performance requirements,
applicable laws, and information derived
from previous designs (where applicable).

Records of this activity must be maintained;

e. Verification of pre-commercial or first
commercial runs against requirements and
approved prior to release of commercial

runs;

f. Development of information and
specifications for purchasing of equipment

needed for production and analysis;

g. Development of inspection, testing, and

release requirements;

h. Development of manufacturing and

distribution requirements;

i. Reviews of commercialization stages
according to plan. The review must
evaluate the ability of processing and
distribution to meet requirements and
specifications and identify any problems.
Participants in the reviews must include
all stakeholder functions. Records of

reviews must be maintained:

jo Verification after production and

distribution simulations against
requirements. Records of verification must

be maintained:;

k. Validation under distributed conditions
(test market) against requirements prior
to commercialization. Records of validation

must be maintained;

I. Changes during the commercialization
process must be recorded, and the
records maintained. Changes requiring
verification and validation must be

reconfirmed.

Each organizational unit must identify
the measuring and monitoring
equipment used to provide evidence of
conformity of product and process to

requirements.
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3.9 Calibration

a.

Each organizational unit must identify the
measuring and monitoring equipment
(process and laboratory) used to provide
evidence of conformity of product and
process to requirements. The organizational
unit must uniquely identify each piece

of equipment to facilitate traceability of
calibration and record keeping.

The documented calibration procedure(s)
must include:

Determination of the accuracy required

for each identified instrument and device;

. A calibration schedule that includes the

calibration frequency;

. Calibration over the full range of use of the

equipment or device;

. Readily identifiable calibration status;

Use of certified reference materials

Each organizational unit must develop
and implement an Incident Management
and Cirisis Resolution (IMCR) procedure
to prevent and manage incidents or
situations effectively in a manner that
protects our consumers, assets, and the
image and trademarks of The Coca-Cola

Company.

traceable through certificates retained on
file. Traceability must be to an appropriate
standard (local, national or international).
When no reference material is available, a

suitable consensus material must be used;

f. Adjustment or readjustment of equipment,

as necessary,

g. Removal of equipment from service when
monitoring or verification results indicate
the equipment is out of calibration, until it
is recalibrated and deemed acceptable for

use;

h. Assessment and recording of the validity
of the previous measuring results when
the equipment is found not to conform to
requirements; this must include the taking
of appropriate action on the equipment
and any product affected.

Recalibration and/or verification must take
place prior to first use and following repair:
Measuring equipment must be safeguarded
from adjustments that would invalidate the
measurement result, and must be protected
from damage and deterioration during

handling, maintenance and storage.

When used in the monitoring and
measurement of specified requirements, the
ability of computer software to satisfy the
intended application must be confirmed. This
must be undertaken prior to initial use and

reconfirmed as necessary.

Records of the results of calibrations and

verifications must be maintained.
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3.10 Incident Management
and Crisis Resolution (IMCR)

Each organizational unit must develop and
implement an Incident Management and
Cirisis Resolution (IMCR) procedure to
prevent and manage incidents or situations
effectively in a manner that protects our
consumers, assets, and the image and

trademarks of The Coca-Cola Company.

The IMCR procedure is a multifunctional
procedure not necessarily led by the
Technical/QA function of the organizational
unit. Where the Technical/QA Manager or
equivalent does not lead the IMCR procedure,
he/she must be an active contributor and
member of the Incident Management Team.
The Coca-Cola Quality System requires the
existence of an effective IMCR procedure that
is to be reviewed every six months, regardless
of whether the procedure is or is not led by
the Technical/ QA function.

A documented procedure must be
established that includes:

a. A full assessment of the risks to the
business unit using accepted TCCC
methodology;

b. Development and implementation of
action plans to manage the risks identified
and assessed including business continuity
plans, emergency response measures
in the event of fire, serious injury, civil
disobedience, bomb threat, etc;

Each level of the organization must
maintain a key contact list, which
includes 24-hour-per-day phone
numbers. The key contact list
must be current and must include
interfaces to the next level up and

down within the Coca-Cola system.

c. The identification and training of an IMCR
coordinator and an alternate;

d. Identification of a multifunctional Incident
Analysis Team or its equivalent that will
be responsible for leading the IMCR
procedure within the organizational unit
and, in the event of an incident, will go

through the process of incident analysis;

e. The completion of an escalation matrix or
similar tool that shows clearly what people
or functions need to be contacted in the
event of an incident;

f. The identification of an Incident
Management Team (IMT) that will
be responsible for analyzing and
communicating information, making

decisions, and coordinating action;

g. The identification of internal and external
stakeholders, consultants, and advisors,
as well as appropriate regulatory and
other agencies and authorities that the
business may need to communicate with

in the event of an incident;
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h. Review of the IMCR procedure by
management for effectiveness at least
every six months. Records of this

procedure review must be maintained.

Each level of the organization must maintain
a key contact list, which includes 24-hour-
per-day phone numbers. The key contact
list must be current and must include
interfaces to the next level up and down

within the Coca-Cola system.

Management must provide an effective
mechanism for incorporating incidents into the
corrective and preventive action system, as

appropriate.

3.11 Training

Each organizational unit must identify and
document the skill requirements for each

position and competency levels necessary for

Each organizational unit must
implement an audit procedure

to monitor conformance with

this Quality Management System
Standard and other relevant
Company requirements, and to assess
the intent, implementation, and

effectiveness of its quality system.

each employee to perform their job safely and
effectively. Competency consists of appropriate

education, training, skills and experience.

The competency, awareness, and training

procedure must include:

a. Compliance with applicable laws. Where
conflict between Company requirements
and applicable laws exists, the most

stringent apply;

. Determination of competency gaps of
employees based on the requirements for
their position. Consideration must be given
to the necessity for HACCP training;

c. Scheduling and conducting of
appropriate training based on gaps that
are identified;

. Determination of training needs when
changes occur to equipment, processes,
quality system documents, and/or changes

in roles and responsibilities;

. Training on the relevance and importance
of activities and how they contribute to

objectives and metrics;

f. Evaluation of the effectiveness of training

or other actions taken:

Orientation training on commencement
of employment for each employee
(including contract and temporary

personnel).

Maintain records of training, education, skills,

and experience for all employees.
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3.12 Audit

Each organizational unit must implement an
audit procedure to monitor conformance with
this Quality Management System Standard
and other relevant Company requirements,
and to assess the intent, implementation,
and effectiveness of its quality system. Audits
must be conducted at planned intervals.
Each organizational unit responsible for
oversight of other organizations contracted
to manufacture and distribute trademarked
products must implement a procedure for
performing external audits on these same

organizations.
The audit procedure must include:

a. Determination of persons responsible
for conducting audit activities, including

required competency;

b. Auditors who are independent of the
activity audited. Auditors must not audit
their own work;

c. A documented schedule defining audit
frequency. The schedule must take into
consideration the results of previous
audits and the status and importance of
the area or element audited. For internal
audits, the audit schedule must ensure
that each element of the quality system is
reviewed at least once per year;

d. A documented procedure defining the
responsibilities and requirements for

planning and conducting audits, and

Each organizational unit must stipulate
the communication channels for
inquiries, changes, and amendments to

orders and/or contracts.

for reporting results and maintaining

records. The audit criteria, scope, and
methods must also be defined, either
within the documented procedure or

elsewhere:

e. Investigation and corrective action by
management on audit nonconformities in a

timely manner;
f. Verification of actions taken;

g. Management review of audit results and
the resulting corrective actions.

Records of audits must be maintained.

3.13 Consumer Response and
Customer Satisfaction

3.13.1 Determination
of Contractual Requirements

Each organizational unit must identify the
requirements of each order or contract.

These include:

a. Requirements specified by the customer,
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including the requirements for delivery and
post-delivery activities;

b. Requirements not stated by the customer
but necessary for specified or intended

use, where known;
c. Applicable laws related to the product;

d. Any additional requirements determined

by the organization.

Each organizational unit must stipulate the
communication channels for inquiries, changes,

and amendments to orders and/or contracts.

3.13.2 Review of Contractual
Requirements

Requirements must be reviewed prior to
acceptance of an order or contract. Review

must ensure that:
a. Requirements are defined;

b. Contract or order requirements differing
from those previously expressed are

resolved;

Each organizational unit must
implement a procedure for
measurement and analysis of
customer satisfaction data against
established customer requirements
and expectations and take actions to

ensure they are met.

c. The organization has the ability to meet

the defined requirements.

Records of the review and actions arising from

the review must be maintained.

Where the customer provides no
documented statement of requirement, the
customer requirements must be confirmed by

the organization before acceptance.

Where product requirements are changed,
the organization must ensure that relevant
documents are amended and that relevant
personnel are aware of the changed

requirements.

3.13.3 Consumer Response

Each organizational unit must implement a
procedure for monitoring consumer contacts.
The consumer response procedure must

include:

a. A mechanism to allow consumers easy
access to receive product information
and communicate complaints, concerns,
product questions, or general feedback.
This communication mechanism must be
available at all times;

b. Linkage of consumer complaints/concerns
to the IMCR Procedure and the corrective
and preventive action system, to allow for

proper investigation, action, and resolution;

c. Communication to consumers of the
status of their complaint/concern, including

final resolution:;

d. Training of consumer service representatives

on how to identify a serious complaint or

c O N S UM E R S
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trend and the mechanism for triggering the
IMCR procedure;

e. Maintenance of consumer contact records.

3.13.4 Customer Satisfaction

Each organizational unit must implement a
procedure for measurement and analysis of
customer satisfaction data against established
customer requirements and expectations and
take actions to ensure they are met.

The customer satisfaction procedure must
include at least one proactive method of
the unit’s choosing for capturing customer

perceptions.

3.14 Continual
Improvement

Each organizational unit must continually
improve the effectiveness of its quality
management system using the business plan,
quality statement, objectives and metrics,
audit results, analysis of data, corrective and
preventive actions, and management review.
Continual improvement of the overall
performance, efficiency, and effectiveness
of the organization demonstrates continual
improvement of the effectiveness of the
quality management system.

3.14.1 Corrective Action

Each organizational unit must implement
a corrective action procedure that
ensures action is taken to eliminate the

Each organizational unit must
continuously improve the
effectiveness of its quality
management system using

the business plan, quality statement,
objectives and metrics, audit results,
analysis of data, corrective and
preventive actions,

and management review.

cause of nonconformities in order to
prevent recurrence. Corrective actions
must be appropriate to the effects of the
nonconformities encountered.

A documented procedure must be
established that includes:

a. Review of nonconformities (including

customer complaints);

b. Determining the causes of

nonconformities;

c. Evaluating the need for action to ensure
that nonconformities do not recur: Not
all deviations require action through
the corrective action system. The
organizational unit must establish criteria to

determine what deviations require action;

d. Determining and implementing action
needed;

e. Tracking the status of action until

completion;

f. Records of the results of action taken;
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g. Reviewing effectiveness of corrective

action taken;

h. Evaluating the IMCR procedures used to
manage all serious incidents and crises,
and completion of the incident evaluation
form in the Asset Protection and Incident
Management (APIM) system.

3.14.2 Preventive Action

Each organizational unit must determine
preventive actions, and implement a
preventive action procedure that ensures
that the actions are taken, to eliminate the
cause of potential nonconformities in order
to prevent occurrence. Preventive actions
must be appropriate to the effects of the
potential problems.

A documented procedure must be
established that includes:

a. Determining potential nonconformities and

their causes;

Wherever possible, a team

approach to problem solving must
be employed, and the people most
familiar with the problem must be

selected for the team.

b. Evaluating the need for action to prevent

occurrence of nonconformities;

c. Determining and implementing action
needed. Not all potential deviations
require action through the preventive
action system. The organizational unit
must establish criteria to determine what

potential deviations require action;

d. Tracking the status of action until

completion;
e. Records of results of action taken;

f. Reviewing effectiveness of preventive

action taken:

g. Evaluating the IMCR procedures used to
manage all serious incidents and crises,
and completion of the incident evaluation
form in the Asset Protection and Incident
Management (APIM) system.

3.14.3 Problem Solving Methodologies

Wherever possible, a team approach to
problem solving must be employed, and
the people most familiar with 