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| S O 9000 is the structural
' framework of a bus!-
ness system that specifies, in

very broad terms, the necessary
components of a quality man-

agement system. Rather than.

being specific to any one indus-
try, ISO 9000 details the basic
requirements of the quality
function for all industries.

ISO 9000 was originally pub-
lished in 1987 by the Interna-

tional Organization for Stan-
dardization (1S0), a worldwide
federation of national standards
bodies, . headquartered in
Geneva ‘Switzerland. The orga-
mzatlon ‘was founded in 1946

UNews BMFE_ 2003- 71. pdf,
ecomes a l’eCILlIS ite to ’

to develop a common set of
Standards for manufacturing,
trade and communications.
Today more than 90 countries
are members, each with a rep-
resentative.

4 It is important to.
"' note that ISO 9000 is
-t not a product stan-
it dard. Rather, it is a sys-
tem standard. Its prima-
ry purpose is to pro-
vide organizations with
! useful internationally
' recognized models for
operating a. quality
management system.
“ With hundreds of thou-
'sands of 1ISO 9000 cer-
tified companies
__around the world, ISO
.%9000 has become one
of the most widely
jccepted and sought-
aftgr. quality manage-
yment systems. And with
the release of the new
“ 1SOw 9001:2000 stan-

.y | dard, companies are

‘" 1. once*again preparing

- to demonstrate their
commitment to contin-
‘uous improvement in:
squality.

So, why is ISO 9000

“and cusl‘:omer satlsfac-
«tlon senously “This

. ’ l( - R
i W lone. may |nfluence a

customer o “choose
your company ' over
your competitors in
;- fact, many companies,
both in Sri Lanka and
abroad, are actually
requiring suppliers to
show that they have an
', approved quality sys-
tem in place as a condi-
tion of doing business.
In turn,- suppliers:. are
esklns* ‘that their : sub
supphers comply ‘with
the ISO 9000 . quality
standards, so they
themselves can assure
supplier compliance ‘to
| their customers. 1SO
9000 certification may
also serve as a means of
differentiating suppliers

vices. Today, if two sup-

" pliers are competing for
the same contract, the
Supplier-with an 1SO
9000 certification often
has a distinct competi-
tive edde, especially
when the- customer is
already I1SO 9000 certi-
fied.

What makes ISO
2000 such a hot
‘topic?

The rewards that ISO
..9000 is capable of
bringing to an organiza-
.tion are of great signifi-
cance. The following are
. some -of the most com-
; mon benefits experl-
enced:

* Employees’ .become
more responsive to cus-
tomer needs and
requirements. o

* Business proce-
dures and processes
finally become stan-
‘dardized.

_ * Corporate . walls
_ come down; peopie
) communicate better.
* The sales force
gains, greater confl-
‘ de‘nce.
Co* Operatlons
become more efficient.
i * Customer satisfac-
. tion grows, increasing
job security . for your
: employees and prof-
' itability for your compa-
' ny. L
! These.are just a few of
- the powerful benefits -
gained by businesses n
that have built a isolid
foundation for business
excellence through the
. 1SO 9000 series of qual-
ity ‘management and
quality assurance stan-
dards. : .
in. short, 1ISO 9000
gives you the tools to
grow a better business.
- And it really - works.
- Today more than
345,000 business have
achieved ISO 9000 cer-
| tification throughout
the world, including
around 500 in Sri Lanka.
Businesses both large
and small have discov-
\, ered that the (SO 9000

series is a powerful strategic
tool for achieving new opportu-
nities and improved competi-
tiveness: But you don't have to
be a muitinational corporation
or have business overseas to

benefit from implementing
these standards. It's for business’
large and small, both manufac-
turing and service providers,
wherever they may be. Quite
simply, if you want to improve
your business internally and
seek marketplace recognition of
your product or service quality,
ISO 9000 is a valuable tool you
won't want to be without.
Organizations certified to the
ISO 9000 quality system stan-
dards are.known for their con-

* Employee training process-
es improve as databases of the
necessary skills and procedures

are developed to get jobs done *

property. -

.And now there is a new ISO

9000 standard. The new ISO’
9001:2000 standard was pub-
lished on December 15, 2000
with a three-year transition peri-
od for all companies to become
certified to the new standard.
As of December 15, 2003, all
-certificates issued to the current:

1SO 9000:1994 standard will .
become invalid. The purpose
behind the new ISO 9001:2000 |.

standard was to provide users!

of the ISO 9001/2/3:1994 stan- .:

of products and ser-

dards an opportunity to- add;
value and enhance their perfor-:
mance through continuousl
improvement of their processes. }
The new ISO 9001-2000 stan-
dard includes |mprovements»
over the previous standard in :
" four key areas, which- include: |
¥ Increased compatibility with l
the ISO. 14000 series of stan-
dards (environmental manage-
ment standard). .

* Creating a common struc-
ture based upon .a process
model.

* Creating a method to
‘demonstrate . continuous |
improvement and customer sat- .
isfaction. - W f

* Developing mmetrics to deter- 1‘
mine how effectively your |nter-
nal processes are actually work-
ing.

The.focus is. on results Whlle
.we are in the transition period,
it is important that your organi-

: \ zation selects the standard that. -
repeat custome’rs -in Iarge part you are most coénifortable with:
through a' consistent quality and best represent.s your .orga- |
management- system that nization and its current manage-l
assures the duality of the pro- ment system. Many firms have |
cesses they use to build their opted to become. certified. to !
products or. dehver their ser- 1SO 9001/2/3:9004, famlhanzmg
vices. themseives with the standard,

The beauty of the ISO con- only to upgrade to ISO '
cept is its objectivity. In effect, 9001:2000 before the Decem- ‘
an independént organization ber 15, 2003 deadline. Other l-
called a Registrar measures your orgdanizations have already l
company against the ISO 9000 become SO -9001:2000 . certi-
standard that is accepted glob- fied, while yet others have |
ally as the defining set of quality begun their transition to the |-

sistency, - reliability, value and
customer service. ISO 9000.cer-
tification assures it. They achieve
their reputations - and their

management system require- new standard. . f‘
ments. . T .

As a result, ‘what could other- : .Imphmentat-'on ’ I
wise be viewed as a self-serving process :

marketing claim becomes a  The process of implementing l

- ISO 9000 focuses on establish- | |
respected in the marketplace'as ing the quality mission, policies 3

totally objectlve This indepen- ‘and procedures that makes up
dent evaluation assures-existing a sound quality management
‘and'prospective customers‘that -system: Depending on the ‘sys-
an effective quality manasement tem’s complexity and the level
system is in place. of documentatlon requnred the

third-party endorsement that is

To explore the benefits of ISO process can -take from -a- few
9000 in more detail, the phrase months to a year or more to
consistent quality manage- implement. A basic plan of
ment system is broken down attack for implementing’ ISO
into each of its components: 9000 and becoming certified

* Consistent: An assurance  consists of four level approach-
to' the customer that products es:
and/or services are produced ) ;
with a consistent level of quali- : . Level One: .

Management Commitment.

* Quality: When all-the-fea- Without the support of a firm’s |
tures of a product or a service management team, the process
satisfy a customer’s stated or will never get off the ground. in
implied needs. : fact, executive level manage-

* Management: The direction ment must be the:principal pro-
or control of the .enterprise; ponent of this critical initiative.
those in charge of the “system”. The firm’s leaders must define a
.. *. System: The organizational clear vision of quality and make
structure, . procedures and avallable the resources required
resources necessary to .imple- during implementation.
ment quality management. ISO The key word here is commit-
9000 is concemed with the . ment. That’s because . without
management system governing such a commitment from the
all facets of the business. This, top, the. quality. management
enables all companies, regard— system will not succeed to the
less of their service or product, degree necessary to.establish a
to relate or apply to. the .com- sincere culture of quality, ahd to
mon standard. 1SO 9000 can gain real market advantages.
help you take each of these. Commitment also involves
words' and turn them . into, assigning responsibility and
action. After all, if you are authority for quality initiative,
determined to maintain your planning, problem identifica-
compétitive edde now and in tion, solution implementation
the future, a thorough andcom- and control. The (SO 9000

prehensive quality management
system is absolutely essential.

Good things

‘“Management Representative®

(the individual charged with the
ultimate responsibility over the
quality management system)

would have trouble conducting - pany’s exlstmg management sys-

Many " businesses over the “must report ‘directly to execu-
past decade began the journey tive manageméent. Management
toward ISO 9000 certification should also establish quantifi-
because they were worried that able business objectives and
if they were not registered they determine the state of the com-

business in the EU. Others faced tem documentation. It shouid
the prosp‘ect of losing key cus-- also assess the firm’s present
tomers in foreign countries or costs associated with poor
were - required by  their cus- quality. And it should determine !
tomers to become certified. " what are its customers’ require-

As those companies devel-
oped a quality management sys-
tem to fulfill requirements of the
applicable SO 9000 standard,
they dlscovered a wide range of
internal benefits that they: had-

n't anticipated. The following
are the most commonly cited:

* * Customers express more
satisfaction, . and  profits
increase.

* Organizational boundaries
tend to breakdown as people
work together across functions
and levels.

* Increased productwlty
occurs as the correct informa-
tion; equipment, tools and doc-
umentation are put into place.

* ‘Operating costs drop as
management puts out fewer
fires, rework is reduced, war-
ranty and after-sales support
costs fall, and efficiencies
increase.

* Customer audits happen

less frequently

ments in régard to ISO 9000
compliance. :

During the. implementatlon of
an effective quality management
system, many changes wlll take
place..

Processes ‘may - change How
tasks are accomplished may |
change.” Management must be
committed to change with the;
system, to accept the desired l
paradigm shift, and to embrace |
an enhanced company culturel
A new company culture that|
fosters change will never be
implemented if management
itself is not anr agent of the
change.

Level two:

Planning. Careful planning is
essential to the development of
an effective quality management
system and 1SO 9000 certifica-
tion.

Continued on page 39 _
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