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Quality Control 

Quality Control is the operational techniques 
and activities that are used to fuJfill the 
requirements for quality. 

Quality Assurance 

QuaUty Assurance are an those planned and 
systemati<: activities necessary to provide 
confidence that an entity wiU fulfil requirements 
for quality. 

Customers and managers have a need for quaUty 
assurance as they can not oversee every single 
operation for themselves. 
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o ~S it 

Defhlition of' 

.. TOM ~$ art ~)f fnanaging the <",~'."~"";"";" t~:J acMeve 
exceH{tm~iL 

• TOM is both a phnosophy and >rl guiding 
princ.iphs$ that represent the fr:::mmhd:kHl of <lit 

C(H1t!mj{:m$~y improv~ng the (wsafd}.t~h!)n. 

• TOM the appHcation of ql.Jl'lnmz#v~:*methods 
and hlu:'~'fHl~Olu'ces to ~mpro~j'?:~?: 
pw-t;eStH'tS wtth~n an r)rganb:iilithn', 
c.U$tonH~<r f:;eeds now and ~n th£, 
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! I What is a TOM Principle? 

} "A TOM principle is a comprehensive and 
j fundamental rule or beHef, for leading and 
1 operating an organization, aimed at continually 
I improving performance over the long term by 
i focusing on customers while addressing the 

I needs of aU o~e:~~~~~rs. (ISO 1991!) 
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TQM Principles 

" Customer Focused Organization 

" Leadership 

• Involvement of Peopte 

• Process Approach 

.. System Approach to Management 

• Continual Improvement 

• Factual Approach to decision making ,_'t" Mutually benefici:: =~~~::.: relationships 
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., British Standards as 5750 PZH1:sL2.3 1979 

'" ISO 9000 Standards .. Fffst 

., ISO 9000 Standards~Second 

'" ISO 9000 Siandards .. Th!rd Fditk:::t! 
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- ISO 9000:2000 Qualtty' Management 
System- Fundamentals and vocublary 

- ISO 900 1 :2000 Quality Management 
System - Requirements 
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- ISO 9004:2000 Quality Management 
System - Guidance for performance 
improvement 
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ISO 9(J{}} :2000 Process model 
(4) 

Continued 1m ent 
Quality Mallllgemellt System ,.,1" 
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ISO 
" Based on 

No requk~rnwr!.t tor 
continuo>.~r; ;rnprOVii'!m,~nt 

• No r~quir:r.:mf;nt 
measufk~t; 
satlsf.,ctit)f: 
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ISO .9001 :200f) 

OA Co.mpalibilitI with other management sptem 
di.~ciplines 

Shares common mall(lgemf:~nt system principles 
with ISO 14(}O] 

CammOlt subjects may share with 0 III duplkarion 
or conjlict 

Standard does not include requirements .. lor 

.. 4spects ojEnl'irtmmentai. Occupational H & S 

and Financial J:lanagement 

_1(M 

ISO 9001:2{)OO 
1. Scop'e 
1.1 General 
Presents a Ql1JS where an orgal1izatioft can 
a) defttOllstrale it 5 ability to provide a 

product tltat "leets ells/unler andafJPlicable 
reg u/alan' reg uireltlt!nls 
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b) to address CUytoltter sati:,foL"'tion through 
effecth;e application oj'lile s.,'Vsleln includil1g 
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QJ1SProce.s's requirernenrs 

~-:. Product .R("{lIi:::orir)J1. 

15~O .9001:2000 

7. Product Re(lii:;,uliofl {enham.'eti) 

KH 

i.I Planning (~fRea/iZ(Jfii)f1 Procl;lss 

7.2 eus/olner reialedpro{'esses 

7.3 .Design and / or Developlnenf 

7.4 Purchasing 

7. 5 Proiluctiofl operations 

7.6 Control O.l"\leasuring ,-~,\ltJflit{)ring 
[JeJtices. 
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Section 3 

The Business Process 

Approach 

How to implement the 
Management System 

" Setting Policy, Objectives and Support I Structure {Quality Correspondents). r .. ·----"""~ .. ~~.~·~·~"'··_····· ....... 

1 J 
: • Planning the implementation process. 1~' .. ' /\ •• 
1 • Defining Core and Supporting Business \ t' ~\ 

'
I . ::~;:::s and Documenting Business ~ ... ~ 

Processes. ; ... ~~ I · Imp!ementing and Audrung the System. .....-:~:> 
l • Obtaining and Maintaining Registration 

I KalSO 
9001 (if reqUi~.w£.,.,x,,_ 
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~ The supportjng proce.sse:s.; ~Ml~< 'those that 
ensurf~ that the core busines:'s:, processes 
run srnooth~y: effecHve~y ;;2lffkiently, 
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Core and Supporting Processes 
of a Typical Company 

Core 

I~i 
~~~~.J 

Supporting 

I Guidelines for Identifying Core 
I & Supporting Processes 
I · Cornpany can have more than one core I 
I business process. I,: 

I • Supporting Processes are as important I as Core Processes. I 
'

I,) • No loops and branches in Core I:' 

Business Process Ffowchart 

I I 
I K.M ,.,,0 ~:X:H ~tfl(: c,;",,-..,.. ;,{ I 
~! ----------~----------------------j 
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Process Analysis 

~ Must ~dentHy: 
.. Ma~n 
~ inputs 
~ fnterfac8s 
.. Outpub; 
.. DOCUfnfwtath:m 
" Respons~hHmes 
" Routlnf~ rnet.hods 

~ 
.. 

~ 
.' .. ' , .... 



(H Consulting Engineers 

Management System Boundaries 

'It Total Quality System: 
- Comprise all the key processes 

• Only to satisfy a QuaHty Systenl 
Standard: 
- Comprise those processes referred to in 

the standard 

Management System Scope 

• A statement describing the application of the 
Management System 

.. Should identify processes covered by the 
system 

to Should identify the range of products/services 
and geographical 'ocations, 
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Section 4 

Process Anah/sis 
",. 

~/' 
• Must h.ienUry: 

~. Process Owners·Attivities 

It Main Events 
I! ~nputs 

iii' Interfaces 
!90 Outputs 
B Documentation 
B ResponsibHities 

. .mutine mothOd$:.;;()~>:{.;;:,;,;,:>.} :,.;,:,;; 
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Process Owners 

• Process Owner is responsible for 
.. analyzing the process 
- negotiating the process interfaces with other 

process owners 
.. documenting the process activities, 
-. ongoing effectiveness and efficiency 

of the process 
... implementing continuous process improvements, 

Process Owner 

I • ReqUirements: 

I 
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- RoJe model for Quality and teamwork princip!es 

- Interpersonal skiHs. influence and commitment 

- Generate enthusiasm and active involvement 
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Documentation 
~ V~ tam .~ pn ~ ~r,··:'d':~ /',. »'" 
~f 1"1'~' .~., ~ tJ~ ~ ~ ~" ... :;;~~: t}: ::: .. },~: ;: 

rnents 

$ Quaiity ft1anual 
... Proc"",>"h ~~ ... ",,<;;;. . ..... t;;'::'A : .. ...,;. ~ t::;~} 

... \{\lOrK lnstructions 
... Refe~'·}"""i~·P DO""'l'mc<nt(;;; if " ~ t;':-f: ~.;".., ~ .... ,.... ;<.,...~ ~ s V~' ~ .".>,r,I 

!I$ Qlla';tv" ReC<l'f'.JS ... -~ ~ -!-..;.. ,,!O,.. ..~ ...... .' ... , ~J 

$ Job Descriptions 
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Business Processes and 
System Documents 
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Reference Documentation and Records 
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Existing System 
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Criticality of Activities and 
Degree of Control 

.. KH 
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Process Measures 

• Most companies develop systems but 
usually have no idea how good they 
are. 

• ffwe do not know how to measure 
something we can not improve it 
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Effectiveness and Efficiency 

• Effectiveness is the degree of 
accompHshnlent of ObJectives, 

• Efficiency is the ratio of actual output to 
the standard output expected, 
- Efficiency measures how well resources 

are used to maximize output. 
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Continuous Process Improvement 

COl1tinlJal itnprOre111Cllt should bt~ a 
perl1JarJel1t objectil'e of t1J{~ organisation 
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Customer 
Needs 



Jmportant Points about 
Customer Satisfaction 

.. Not as simple as it seems 

• Not an Objective Statistic but rather a 
feeling or attitude, 

• Measurement is not precise as it is 
subjective, 

Measuring Customer 
Satisfaction 

.. Comment Cards 

.. Surveys 

.. Focus Groups 

.. Toll-free Telephone Numbers 

.. Customer Visits 

.. Report Cards 

to The Internet 

.. Employee Feedback 

.. IN. is(' S<x~:· ~·;X(; (,..",,,,, 
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Auditing 

• Primary audits should be conducted wo 
weeks after distribution of documents, 

• Aim of these primary audits is to ensure 
that the documentation is in place j 

understood and being followed. 

• Next step is to determine the frequency 
of auditing the system processes. 

Internal Auditing t~\ I 
~'- i , ... I 
~y! 

• Internal Verification to ensure that the i 
System is implemented as planned and tS 
effective in achieving company objectives. 

• Performed by personnel jndependent of 
those responsible for doing the work, 

• Schedule based on the status and 

I I_KH 
importance of the activities being audited, 
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Management Review 

• Managen1ent nlust review the efficiency 
and effectiveness of the system using: 
- Audit results 

- Process measurement results 

- Corrective and Preventive Actions 

- Customer complaints 

The Alternative to the 
Management System 

// () 
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