m Quality standards
A

dards and certificalion

I'he International Organization for Standardization is
based n Geneva. It is a network of national standards
mstitutes from over 143 countries working in.

partnership with international organizations,
governments, industry, business and consumer
TCPFC\L‘HIH[I\'L’S.

150 has developed more than 14,000 International

Standards, which it savs are “documented agreements
containing technical speaficanons or other precise
criteria and guidelines to ensure that materials, products,
processes and serviees are fit for their purpose”.

The 1S3 is the registered

trademark of the International There are two series of standards for management

sysrems: the [SO 9000 series on quality management
and the [SO 14000 series on environmental
management. Organizations can apply for certification
to 15O 2001:2000 and 18O 140071:1996.

(For mare on environmental standards, see Unir 43.)

Organization for Standardization
and is veproduced bere by kid
permission of 180,

Nate: Singular: criterion, plural: eriteria

IS0 9000

The 2000 version of the 150 9000 standards put particular importance on:

[

the role of top management in setting policies for quality
Top manaqers have. 4o be. seen +o be iwolved in Quality issues, not leaving
+nis 4o middle management

o

statutory and regulatory requirements - for example, +He car industry
has 4o pay particdar atfention +o safety and enviconmental laws and
standards in relation o +he components that ey wse

o

measurable objectives - xz have fo be able fo meaSare Guality and by
fow much H 18 improving

-9

resource management - siow e manage the mputs to oar producdts,
for exanple fn haman resSources and materials

monitoring customer satisfaction — casfomers are fhe afhhmﬂd-m’cy:s
of quality and we have fo constantly cheek and fmprove fhe ‘score’
fhat fthey give us

training effectiveness — +he traming of cur staff /s an mvesfuent
and we have Fo measure how e teetiie if 5 Ferms of our
Hfutare. profitability

[

continual improvement — (00 per cend quality /8 never achieved - +here.

15 always room for mprovement. (See Unit 12)
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Complere the table with words from A opposite. Pur a stress mark in front of the stressed
syllable in each word. (The first one has been done for vou.)

Verb Noun Adjective
1 ‘cermfyleerifi'ca e.r_r'ir'iﬁicgia!m,r#ni!«‘m'a%von U carkifindre
Bl 1 T —
T - | srandardfstandardization ! -

Now complete each sentence (1-3) with the correer form of the word from the rable wirh the

same number,

1150 ... . will give us more credibility with our clients and so we've asked to be

...... e by them,

2 They told us ro bring in ISO-approved consulrants to check our operations and make our

. through them.

3 Now we can put the 50 9000 loge on all gur lirerarure. We've
documentarion so thac its clearly visible. Our clients teel reassured

all our
n fact, they love it!

Leok at these examples of work on quality ar a company producing car components.
March cach one to an aspect of qualicy {a—g) in B opposite.

All the people in the call centre were sent on a course to develop rheir sense of ream work,
and this mereased sales by 15 per cent.

2 The senior managers invited a well-known
quality expert to do a consultancy project an
production quality.

o

The production manager laoked at the lates
regulations on car satety on a government
Ministry of Transport website.

-~

Employees ace always paid bonuses for
suggesting improvements, however small,

3]

The company developed new software o
analyee quality dara mae closely.

They have checked the guality procedures in
place at all of their suppliers.

@

)

The car firms who buy the companys
components are totally sarisficd.

A call centre

Over to you {

Find out about an organiiatiun (perhaps your own or one of its suppliers) that has adopted
standards such as IS0 9000. How have they changed the way that the company works?
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