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- Quality Management Principles -

",Customer focus |
_Leadership. |
. 'Involvement of people
-'Process approach > |
‘-'-System approach to management
_ -Continual improvement
-+ Factual approach to deC|S|on maklng
+~ Mutually beneficial supplier: rre_lr_atlons,h-l_ps |




Process approach

SRR ) From procedures to processes ».

L -Identrfy processes: needed for the QMS e |
e Demonstrate the ablltty of processes to achleve pIanned'_

A 'results and monltor measure, anaIyze and |mprove

Develop |nformat|on on characterlstlcs and trends of

. processes

. Top management to reV|ew process performance and

;o '.|mprove effectrveness




_ "Greater effectlveness when act|v1t|es and

- " 'aresources are managed as a process
'I\/Iore cUstcmer focused

5 More cost effectlve |

o "fMeets busmess objectlves




c SS
PROCEDURE* Eg,fiRggEgg =

“ e e Ability to achieve
(“Specified way to carry out an activity or a desiod results

process” - may be documented or not Focus of ISO
(
9001:2000)

Input PROCESS Output
>

(“Set of interrelated

» PRODUCT

(Includes

Resources) or interacting activities”) (“Result of a

process”)

N—

—
MONITORING AND EROGESS =

MEASUREMENT OPPORTUNITIES Results achieved

(Before, during and after the process) VS(Lejc"u“;i,‘?s.g‘éed

9004:2000)

* Note — This is the definition of “procedure” given in ISO 9000:2000.
This does not necessarily mean one of the 6
“documented procedures” required by ISO 9001:2000




Quallty I\/Ianagement

e --‘.'Prrmary focus |s on process rmprovement

.~ -Most variation in a process. |s due to the '_ .

'._+_'system hot-the individual

Teamwork IS, mtegral to quallty management,

5 ..:_‘Customer satisfaction is.a prlmary goal

| f".Organlzatlon transformatlon 5 necessary e
. .- Féar.must be removed from OrganlzathnS =
| "‘.ngher quallty costs Iess not more e
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-J”conUnuous

- .. . cycleof . .
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. . *How to improve *What to do? s R
. . » next time? *How to do it? T . .

S Check L.

* Did things happen *Do what was

according to plan? planned

- alklevels within the orgamization.- - . « & [ « & | « &




|sosoo1 2008
' Model of a process -based quallty management system |

CONTINUAL IMPROVEMENT OF THE
QUALITY MANAGEMENT SYSTEM

Customer
Measuremen

analysisand
improvemen

Product

—— ‘ realization '




ELEI\/IENTS OF EI\/IS /SI\/IS

Contmual - '. | OHS Polle

Improvement <
| | -Plan |




ELEMENTS OF EMS / SMS

Continual
Improvement

Policy
Management
Review
Planning
} Implementation

Checkm_g and and Operation

Corrective

action




Setting objectives,
targets and management
programs

X ) Risk assessment, s B .
> L e . Environmental Impact A SR L
& &= Assessment & ke '

Operational | -
controls RN r AR  \onitoring and
| - ' | ' measurement

SN Emergency R T— Dl el e
| preparedness | '
and response




Deflne deflne the proble'm to be solved Irst costs |

o '. beneflts and |mpact to customer

| 5 . 'Measure need con5|stent measurements for each

SO Cr|t|caI to—Quallty charactenstlc

- Analyze: “find the. root:causes of defects. . ;-

f : ', ImprOvé use expenments to determme |mportance '
ol each Cntlcal to Quallty varlable - . |

| C_'cr):n'tr"ol malntaln galns that have been made :




A OHSPollcy SARIREI

*. - »Environmental-Impact Assessment-". -

- < Identify.applicable Legal and otherf _‘.
S rﬁﬁlurrements N |

e Objectwes

: OHS Management Programme ', .'

: e 'Structure and ResponSIbllltles

I. : Appomtment of management
B -representatlve | -

o ','-_Tralnlng, awareness and competence

' _' -Consultatlon and communlcatlon

RS Documentatlon




. g IS POLIY . :
&
DRI MANUAL N

IR STATUTORYACTS [l 1vs [
SN REFERENCE s PROCEDURES IR |

Bl Risk Inventory, Risk
‘ Control Plans &
Significant aspects

| RECORDS/ | =
SRR FORMS [T

PMPGIEE



; -' _"_Document and data control
oA Operatlenal Control

. Performance measurement and
; - 'monltqung |

. . ".Records and records management
> . :'Audlt e e |
e Management Rewew




Best IMS Strategy

. Durlng aII phases of the prOJect I|fe Cycle the
. - overriding concern-should be the quality;. -

.~ safety and environmental performance of the
. serwees/preducts prowded | | *




- Role.of Senior. Management . .-

| ': _; ”.-'-bév'e'isp'l'a -Lé'adérs'h'ip"."sys;t'eﬁ}' )

: ._'.:'-'_Clearly Defmé Roleé & Reépéhmbﬂmﬂés

| 5 -_"..Strateg;/ of- Deénsmh Maklﬁg-and Pr:oblefn S.olvllné
- Stron'g Inforr;|a+t|o.n i3a’se' el rel ot

. _'-_"_Tralln-_'i_'he Emplby_ee_s SR

“+,"." Award dnd Recognition’. " " -




. .Effective Communication " .. "

. Fix Responsibilityon-Everyone’ * -

5 "_-éa_llfé er'l:-B,lO'th |ﬁtej~'_nar'l 'a"hq"_E)r('té'l:na"l Customers ,

"+ . Appraise periodically: -

PMPGE




Quallty, Safety & Envm)nmental
| Statements Mg e

VISIOh Statements d - - . v o . .
- s Short. Declaratlon of what an organlzatlon asplres _
- to be Tomorrow - -

. Mlssmn Statements ‘e - -
. .-~ A Clear Statements of purpose For Employees
._-_'Customers and Suppllers :




s '_'-:'-'Quallty, Safety & EnVn‘onmental
S Statements S

iy Poricy-statém'ehtsf:; o

n9e It is a Gmde For Everyone in the

e '_-organlzatlon as to how they should o

.. . :provide products and serwces to the g e
"’-'.-.customers | e el e el e e 5




- -Two Way Process
.7;*Feedback o

~_ Simple in Language
) ) -Specmc to the toplc

* Written Format.

o -Legally Blndlng
= --'_‘_DeC|S|on Maklng N
" Interactive and Informal.'-_"_ Ak




R C-UStO'mér‘Sétisfaéti'_()h-".'ﬂ e
Customers-lnternal & External
Types of Customers '

' Type I:- INSIGNIFICANT CUSTOMERS Whe S .4
knows not what he wants and knows not that '
he knows that he knows not what he wants

Type II - HUMBLE CUSTOMERS

Who knows not what he wants and knows that :
he knows not what he wants | |




o g -'.-'C'ust'aimér‘i'sa'tiéfa'c.‘tfio-h_.‘:'- S

“.-Type iil:-SLEEPING ‘CUSTOMERS who .'
- knows what he wants and knows not that
-.-_he knows what he wants CRF S R

ot _'-Type IV:- MASTER CUSTOMER who knows _
* . ‘what he wants and knows that he knows e
-.'._what he wants . e - S




-Comment Card
. Customer Questlonnalre
: . Focus Group
" Toll-Free Telephone
" Customer VISIt
55 .Report card -
> Internet & Computers

FEEDBACKgfij



.+ -Beneflis of Feed. Back .. ;

: ”,Customer Dlssatlsfactlon -
" Quality Priorities - - )
& 'I_Performance Appralsal
‘-Customer Needs- Requwements |n Des:gn

- Improvements.in Every Stage
: --‘.‘-Customer Retentlon | ..




Get FREE ISO Manuals. Procedures
and other Documents

" _Visit_our web site - -

) l__http;'/liivv\/'yvﬁmusa_-g_rOUp.e'orr']_/ISQ/.I':RI'E_E/F‘REEI___D_O_C-UMENTS'-'htr'T_“'. i



http://www.musa-group.com/ISO/FREE/FREE_DOCUMENTS.html
http://www.musa-group.com/ISO/FREE/FREE_DOCUMENTS.html
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