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Quality assurance system

Quality assurance (QA) refers to the engineering activities implemented in a quality system so that requirements for a product or service will be fulfilled. It is the systematic measurement, comparison with a standard, monitoring of processes and an associated feedback loop that confers error prevention. This can be contrasted with quality control, which is focused on process outputs.

Two principles included in QA are: "Fit for purpose", the product should be suitable for the intended purpose; and "Right first time", mistakes should be eliminated. QA includes management of the quality of raw materials, assemblies, products and components, services related to production, and management, production and inspection processes.
1: What is quality assurance?
Quality assurance is a way for your organization to make sure that it is always striving to do the best it can for its service users, members, volunteers and funders. A quality assurance system is a way of checking, through continuous monitoring and evaluation of your performance and through the collection of evidence, that your organization is continuously improving what it does and how it does it. Quality assurance can also be a way of measuring what your organization does against other organizations doing similar work or against set, recognized standards. The systems of checking your organization’s quality are ongoing processes to help you ensure that you are always meeting the new standards that are continually being developed.

2: How does it work?

This depends to a very large extent on the quality assurance system that you choose to use (see over for details of a variety of systems). However, most quality assurance systems will have a series of specific areas that they will focus on. Most will have a range of standards that your organization is expected to meet. These standards will cover a wide range of areas of your organization’s work and operations. In most quality assurance systems how you achieve those standards is down to you. There is no set methodology and it is the evidence that you reached the standards that is of concern.

Most quality systems are externally accredited. This means that there are people from outside your organization who will come in to determine whether or not your organization is meeting the standards required by the quality assurance system in order to be deemed a quality organization. A few systems are not externally accredited. This means that the responsibility for meeting the standards and the thoroughness and levels to which your organization meets set standards is down entirely to your own organization.

A quality management system (QMS) can be expressed as the organizational structure, procedures, processes and resources needed to implement quality management. Early systems emphasized predictable outcomes of an industrial product production line, using simple statistics and random sampling. By the 20th century, labour inputs were typically the most costly inputs in most industrialized societies, so focus shifted to team cooperation and dynamics, especially the early signaling of problems via a continuous improvement cycle. In the 21st century, QMS has tended to converge with sustainability and transparency initiatives, as both investor and customer satisfaction and perceived quality is increasingly tied to these factors. Of all QMS regimes, the ISO 9000 family of standards is probably the most widely implemented worldwide - the ISO 19011 audit regime applies to both, and deals with quality and sustainability and their integration.
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ISO 9000 - Quality management

The ISO 9000 family addresses various aspects of quality management and contains some of ISO’s best known standards. The standards provide guidance and tools for companies and organizations who want to ensure that their products and services consistently meet customer’s requirements, and that quality is consistently improved.

There are many standards in the ISO 9000 family, including:

· ISO 9001:2008 - sets out the requirements of a quality management system

· ISO 9000:2005 - covers the basic concepts and language

· ISO 9004:2009 - focuses on how to make a quality management system more efficient and effective

· ISO 19011:2011 - sets out guidance on internal and external audits of quality management systems. 

ISO 9001:2008

ISO 9001:2008 sets out the criteria for a quality management system and is the only standard in the family that can be certified to (although this is not a requirement). It can be used by any organization, large or small, regardless of its field of activity. In fact ISO 9001:2008 is implemented by over one million companies and organizations in over 170 countries.

Key Benefits of ISO 9001:2008

· Establishes and streamlines processes through complete documentation

· Improves and establishes training processes

· Defines roles and responsibilities

· Greatly increases operational efficiency

· Increases ability to troubleshoot

· Develops and builds relationships that help to retain existing customers

· Provides advantages over competitors that aren't certified ISO 9001:2008

· Builds opportunities for global commerce with international recognition

· Improves customer relations

· Improves relationships with suppliers due to clear, concise production standards· Provides basis for consistent and fact-based decision making

· Carefully planned improvements, based on documentation and analysis

· Provides for regular audits/reviews of performance

CREATING A QUALITY IMPROVEMENT TEAM

Ideally, a facility will form a quality committee or council consisting of senior leaders to provide a sustainable focus and appropriate resources for continuous quality improvement.  This can be an existing group such as the quality assurance committee.  The primary role of this committee is to:
a) routinely monitor the performance of key processes,

b) select process improvement projects,

c) assign responsibility for the improvement effort,

d) charter a cross-functional or departmental process improvement team when appropriate,

e) allocate appropriate resources, and

f) Recognize accomplishments.

It is helpful to assign a person to assume the following responsibilities of a quality coordinator:

a) Maintain support and training for process improvement teams. 

b) Facilitate the operation of the quality committee by providing data and reports on key processes.

c) Draft charters for process improvement teams.

d) Train and assigning team facilitators.

Working Together, Individuals Committed to Excellence, Create Quality Teams

· Quality teams are comprised of individuals, each committed to doing their best, working together, to achieve a common goal or purpose. Members of Quality Teams treat each team member with the same care and respect that they provide their customers. They understand that a quality company is the result of a quality team. Quality teams know that although "sales" may drive a company, the "sale" is not complete until the customer is satisfied, pays for the product and the company's bills are paid. 

· Quality team members are committed to achieving higher standards and are always striving to improve their teamwork skills. 

Members of Quality Teams: 

· Take full responsibility for their position within the company as it relates to the common goal or purpose. They do not take "short-cuts" that can harm the team. 


· Are committed to giving their best. They know that giving one's best is a matter of personal ethics and is not contingent on the behavior of others. 

· Treat every member within the team with respect. They apologize, when in their humanness, they step out of line. They have tolerance and understanding for the "humanness" of others. 

· Speak up when they notice "gray" areas that do not appear to be anyone's responsibility, as well as, other issues or behaviors that can impact the well being of the company. 

· Know when to suppress their egos and are willing to "stick their ego in their big toe" whenever necessary for the good of the team. "What" is right is more important than "who" is right. 

· Work independently, but never forget that they are part of a team. They respect the deadlines of other team members and work to comply. 

· Understand that each position within a team has its challenges & difficulties, and strive for understanding, without judgment. Constructive ideas are given and welcomed. 

· Are internally motivated. They know that although external motivation is important, real motivation comes from within. 

· Understand that all positions within a team are important to the quality of the achieved goal or purpose. 

· Own their "mistakes" and take responsibility for "fixing" those mistakes and implementing processes to prevent future occurrences. 

· Understand that their attitudes and actions can affect the morale of the other members of their team. They strive to contribute to morale in positive ways. 

· Never dump on a team member. Their awareness of the full team process enables them to adapt processes or to implement changes that allow the next step in the team process to operate efficiently. 

· Are willing to help other team members when needed to achieve the common goal. They help mentor new team members. 

· Understand that building effective team member skills is an on-going process. They are committed to continuing to build their skills.
Understanding Records Management

Records Management is an ancient practice of keeping, or archiving, records usually of an important public nature. It only started to become a formal practice identified as Records Management in the 20th Century. Prior to this records managers would have been termed archivists and librarians.

Records management is a process for the systematic management of information recorded on all media; traditionally paper but increasingly in electronic systems. It encompasses the whole life cycle of information, from creation through to final disposal. It is based on the principles of regular review and controlled retention or destruction. The general aim is to ensure cost effective business processes, legal and regulatory compliance, and good practice. 

A record is information that is created, received, and maintained as evidence by an organization or person, in pursuance of legal obligations or in the transaction of business. While the definition of a record is often identified strongly with a document, a record can be either a tangible object or digital information that has value to an organization. Birth certificates, medical x-rays, office documents, databases, application data, and email are all examples of records.

Records can be viewed as consisting of: 

· content 

· structure 

· context 

· presentation    
Identifying, Classifying and Evaluating Inputs and Outputs

          Any business can be looked at as a process with inputs and outputs. Inputs and outputs can be identified as having a positive, negative or neutral impact on society. For example electricity is a typical input for virtually all businesses. It is generally accepted that generating electricity has a negative impact on air quality or on fish habitat etc. Electricity can therefore be considered a negative input which should be minimized however it is a necessary input for virtually all businesses. Without it few businesses would be able to generate positive outputs. 

Minimizing many of these "negative" inputs and outputs also makes very good business sense from the conventional business perspective. In fact most companies find that these activities improve their bottom line performance.

              One of the difficulties for a business trying to operate sustainably is knowing how to judge whether their overall net impact on society is positive or negative. Any evaluation must take into account indirect as well as direct impacts. Most of these indirect impacts do not show up in normal business accounting.

The Natural step makes it much easier to evaluate if a business is moving toward sustainable operation. All activities, strategies etc are evaluated for conformance with the Four Conditions. Obviously it is not practical for all activities etc to fully conform with the four conditions immediately. The important thing is that there is movement toward conforming. 

Identifying Inputs

 The first step is to list all inputs, these should include:-

· Purchased items - everything the company pays for such as:-Materials used in production, supplies, freight, utilities, local taxes, labor, contributions etc, etc.

· Non-purchased Inputs - Natural lighting, heating, cooling, water,clean air, natural resources, waste from other sources etc.

Identifying Outputs 

Everything that is generated as a result of the company being in business such as: Products,waste,contaminated air or water,heat,economic wealth to the employees, community, shareholders etc, etc. 

Classifying Inputs and Outputs

     One of the main objectives of classifying inputs and outputs is to identify those inputs and outputs that, if modified, can make significant improvements toward operating more sustainably and improving economic performance. 

     Each input or output is rated on a scale from 1-5 for it´s potential to improve economic performance if it is increased or decreased as appropriate. It is also rated very good(VG), good(G), neutral(N), bad(B) to very bad(VB) for it´s perceived value to a sustainable society.

 Any item rated (VB) or (B) would indicate a need to reduce it to move toward operating more sustainably, while (VG) or (G) would indicate a need to increase it.

 For example, if one of the main cost inputs to a business was electricity, this could be rated 4B. This indicates reducing electricity use has significant potential to improve economic performance and at the same time help move toward more sustainable operation by reducing the use of an input that causes pollution.

            Labor cost -is an interesting input. It is often a high cost input and therefore would be rated high for it´s potential to improve economic performance. However it would be rated (G) or (VG) for it´s contribution to society. This is because labor costs are also outputs. Payments made to employees distributes wealth to individuals, families and communities. 

Evaluating Inputs and Outputs

    Inputs and outputs identified as having the best potential to offer significant benefits are first evaluated for conformance to the four Natural Step conditions for a sustainable society. This provides a consistent "validity" check.

 The next step is to review the selected inputs or outputs for ease of improvement. 

Please note that this page is in the early stage of development and will be expanded and updated frequently.

Documenting quality specification, standards and procedures

2 What is a “document”? - Definitions and references 
The following are some of the main objectives of an organization’s documentation, independent of whether or not it has implemented a formal QMS; 

a) Communication of Information 

· As a tool for information transmission and communication. The type and extent of the documentation will depend on the nature of the organization’s products and processes, the degree of formality of communication systems and the level of communication skills within the organization, and the organizational culture. 

b) Evidence of conformity 

· Provision of evidence that what was planned, has actually been done. 

c) Knowledge sharing 

· To disseminate and preserve the organization’s experiences. A typical example would be a technical specification, which can be used as a base for design and development of a new product. 

· paper 
· magnetic 

· electronic or optical computer disc 

· photograph 

· master sample 

3 ISO 9001:2008 Documentation Requirements 

ISO 9001:2008 clause 4.1 General requirements requires an organization to “establish, document, implement, and maintain a quality management system and continually improve its effectiveness in accordance with the requirements of this International Standard”  the quality management system documentation shall include: 

a) Documented statements of a quality policy and quality objectives; 

b) A quality manual 

c) Documented procedures required by this International Standard 

d) Documents needed by the organization to ensure the effective planning, operation and control of its processes, and 

e) Records required by this International Standard; 

The standard specifically requires a “documented procedure”, the procedure has to be established, documented, implemented and maintained. It also emphasizes that the extent of the QMS documentation may differ from one organization to another due to: 

· the size of organization and type of activities; 

· the complexity of processes and their interactions, and 

· The competence of personnel. 

4 Guidance on ISO 9001:2008 

The following comments are intended to assist users of ISO 9001:2008 in understanding the intent of the general documentation requirements of the International Standard. 

a) Documented statements of a quality policy and objectives: 

− Requirements for the quality policy are defined ISO 9001:2008. The documented quality policy has to be controlled according to the requirements. Note Organizations that are revising their quality policy for the first time, or in order to meet the amended requirements in ISO 9001:2008
− Requirements for quality objectives are defined in ISO 9001:2008. These documented quality objectives are also subject to the document control requirements. 

b) Quality Manual: 

· ISO 9001:2008 specifies the minimum content for a quality manual. The format and structure of the manual is a decision for each organization, and will depend on the organization’s size, culture and complexity. Some organizations may choose to use the quality manual for other purposes besides that of simply documenting the QMS 

· A small organization may find it appropriate to include the description of its entire QMS within a single manual, including all the documented procedures required by the standard. 

· Large, multi-national organizations may need several manuals at the global, national or regional level, and a more complex hierarchy of documentation. 

· The quality manual is a document that has to be controlled in accordance with the requirements.
c) Documented procedures: 

ISO 9001:2008 specifically requires the organization to have “documented procedures” for the following six activities: 

· Control of documents 

· Control of records 

· Internal audit 

· Control of nonconforming product 

· Corrective action 

· Preventive action 

· These documented procedures have to be controlled in accordance with the requirements 

· Some organizations may find it convenient to combine the procedure for several activities into a single documented procedure (for example, corrective action and preventive action). Others may choose to document a given activity by using more than one documented procedure (for example, internal audits). Both are acceptable. 

· Some organizations (particularly larger organizations, or those with more complex processes) may require additional documented procedures (particularly those relating to product realization processes) to implement an effective QMS. 

· Other organizations may require additional procedures, but the size and/or culture of the organization could enable these to be effectively implemented without necessarily being documented. However, in order to demonstrate compliance with ISO 9001:2008, the organization has to be able to provide objective evidence (not necessarily documented) that its QMS has been effectively implemented. 

d) Documents needed by the organization to ensure the effective planning, operation and control of its processes: 

· In order for an organization to demonstrate the effective implementation of its QMS, it may be necessary to develop documents other than documented procedures. However, the only documents specifically mentioned in ISO 9001:2008 are: 

· Quality policy 
· Quality objectives 
· Quality manual 
− There are several requirements of ISO 9001:2008 where an organization could add value to its QMS and demonstrate conformity by the preparation of other documents, even though the standard does not specifically require them. Examples may include: 

· Process maps, process flow charts and/or process descriptions 

· Organization charts 

· Specifications 

· Work and/or test instructions 

· Documents containing internal communications 

· Production schedules 

· Approved supplier lists 

· Test and inspection plans 

· Quality plans 

· All such documents have to be controlled in accordance with the requirements of as applicable 

Organizations are free to develop other records that may be needed to demonstrate conformity of their processes, products and quality management system. 

· Requirements for the control of records are different from those for other documents, and all records have to be controlled according to those of ISO 9001:2008. 

Develop procedures and quality manuals 

· Our ISO 9001 compliant quality manual satisfies ISO 9001:2008 requirements and includes all associated procedures and forms, which you customize specifically for your needs.
· The Quality Assurance Manual, Procedures and Quality Plans are maintained by the Quality Manager who ensures that the appropriate items, at the correct revision levels, are issued to all who need them within the Company.

· A Quality manual is a high level document that outlines your intention to operate in a quality manner. It outlines why you are in business, what your intentions are, how you are applying the standard and how your business operates.

Monitor implementation of quality
The key to implementation is communication and training. During the implementation phase everyone operates to the procedures and collects records that demonstrate you are doing what you say you are doing.

A Quality System (QS) is the process, organizational structure, procedures, and resources used to control variables to produce a product of consistent quality that meets defined specifications.
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What are the benefits of having a Quality System?

· Provides a vehicle for continuous improvement

· Reduces scrap and rework defects

· Increases competitive advantage

· Removes trade barriers and opens new markets

· Increases customer satisfaction

· Improves communication at all levels

How To Implement

An effective quality–monitoring program generally involves the following steps:

· Identifying the key performance criteria that result in successful interactions.

· Selecting and defining measurable attributes that support each of the criteria.

· Determining the weight for each criterion in the total call score.

· Selecting the scoring method for each criterion and creating a uniform monitoring form that will be used by all.

· Defining the monitoring process and performance benchmarks.

· Training all contact center members (both quality monitors and agents) about the performance criteria and benchmarks.

· Conducting trial monitoring sessions to work out any bugs before you begin live monitoring.

· Recording results of the monitoring sessions and producing reports showing performance trends by individual agent and the whole team.

· Integrating calibration into the quality monitoring process.

Quality Standards Requirements

This standard specifies requirements for a quality management system where an organization: needs to demonstrate its ability to consistently provide product that meets customer and applicable statutory and regulatory requirements, and aims to enhance customer satisfaction through the effective application of the system, including processes for continual improvement of the system and the assurance of conformity to customer and applicable statutory and regulatory requirements.

 All requirements of ISO 9001:2008 are generic and are intended to be applicable to all organizations, regardless of type, size and product provided.

Standards and Specifications
ISO standards are developed according to strict rules to ensure that they are transparent and fair. This requires a lot of negotiation before all 162 national members can reach a consensus that represents the state of the art; In fact, an international Standard requires 75% member approval. To ensure that ISO standards stay up to date, they are reviewed every five years. Technical experts can then decide whether a certain standard is still valid.

However, this obviously takes significant time, while some industries are so fast-moving that the experts are already thinking about the next version when one is being published. Technology changes quickly, and some specifications are needed faster than others. Therefore, to meet such needs, ISO has developed different categories of specifications, allowing ratification at an intermediate stage of development before full consensus: Technical Specifications can pass with only 67% approval.\
There are 715 different ISO Technical Specifications. These Specifications can conflict, as long as they do not conflict with the Standards. Eventually, the aim of Technical Specifications is still to become Standards, but as they are reviewed regularly (no later than 3 years after their publication), they are quite unstable. While newer Specifications may indeed be a bit more au courant, there is no guarantee that it will still be standing come year’s end. Thus, this is why AQF and many other firms generally inspect on the basis of the ISO 9001 Standard.

AQF also uses its years of experience in QC to constantly improve our audits. We update our audit template every month to keep up to date on the newest important issues. That being said, ISO 9001 is the base for every audit and is a critical standard to be followed!
Maintenance of Quality Standards

Service quality is a comparison of expectations with performance.

A business with high service quality will meet customer needs whilst remaining economically competitive. Improved service quality may increase economic competitiveness.

This aim may be achieved by understanding and improving operational processes; identifying problems quickly and systematically; establishing valid and reliable service performance measures and measuring customer satisfaction and other performance outcomes

Ensuring basic information on the quality performance is to be recorded in accordance with organization procedures
If a quality assurance agreement or a vendor release is required for a material, you must create a quality information record (quality info record). The quality info record determines how the material can be processed further.

Use :When a quotation or purchase order is created, the system checks whether a quality info record is required and available for the combination of material and vendor.
The system also checks whether the vendor and material-vendor combination is blocked or released for quotations, purchase orders and/or goods receipt. The execution of this check depends on the setting of the QM in procurement control key in the material master.

The quality info record displays a vendor block specified in the vendor master, the vendor's QM system, and the lock date.

You can also specify a status profile for releasing the supply relationships and the QM system of the material-vendor combination in the quality info record. You can also decide whether you want to deactivate the goods receipt inspection or perform a goods receipt inspection and/or source inspection.
Study causes of quality deviations
Quality Assurance

 Quality assurance refers to assurance given to consumers that the product, parts, components and services which he is buying or investing in contain the promised features or characteristics. Quality Assurance implies that the process used to manufacture a product or deliver a service is tried and tested and it is fit for intended use. 

 Steps taken to ensure quality assurance: 

· Quality specifications: The specific features are established. Then the product is designed to meet these specifications.

· Quality inspections: Testing and inspections are regularly done at every stage of manufacture. Raw materials, parts, equipment and qualified personnel are all selected according to quality guidelines.

· Quality evaluation: Follow up and evaluation is done to measure the degree of effectiveness and efficiency of a product. 

 Deviations from quality: 

 There are many causes which may cause deviation from the quality or the product may be lacking in the feature(s) described. The variations may occur due to a chance such as a slight malfunction of the machinery and are negligible. Assignable causes of variation enter the production system or process undetected and cause losses. They occur due to negligence or oversight on part of technicians or faults in the machines. 

· Quality control ensures that the product or service meets the design specifications and safety guidelines. It also helps in maintaining discipline and unity among the employees. It reduces the quantity of scrap, waste and the degree of spoilage during production. 

· Quality control audits are conducted in the company by an external agency. Majority of the big corporations hold quality control orientation and training 

 Quality is controlled at various stages of production. 

· At the design and conception stage: The product is designed according to the specifications laid out while conceiving the product. The standard of the product is predetermined before the start of production.

· At the purchasing stage: The raw materials and components purchased meet the quality standards. They are examined and inspected carefully for flaws and defects.

· At the production stage: The stage where raw materials are converted into finished products is the longest and most exhaustive. Supervisors and quality department has to make sure that the processes involved, equipment and personnel expertise all deliver on quality.

 Methods used to assure the quality of a product or service: 

· Inspection method: Product samples are inspected for quality.

· Statistical quality control method

· Automated control method. 

 Inspection method involves the inspection and testing of raw materials, product parts, tools for the specified quality standards. It also oversees the maintenance and upkeep of tools and machines and storage of finished product. 

 Statistical quality control is done by checking the outputs of a process. It is the application of statistical method of sampling to ensure that the production is under control and issue warning when it goes out of line and take remedial steps. The process average is decided first. The warning and action limits are set according to the quality specifications. This method is useful to control the quality of production processes being followed.

What are the causes of poor quality?

 Causes of poor quality may be grouped in six main categories:

Man

· Lack of motivation/interest, fear, stress 

· Shortage of people 

· Lack of training / skills 

· Unqualified personnel 

· People taking shortcuts 

Machine

· Lack of capability 

· Lack of maintenance 

· Non availability of spares 

· Wear and tear 

· Improper setup/calibration 

· Outdated technology 

· Material

· Low grade material 

· Unspecified material 

· Variation 

Management

· Lack of vision, mission, value system 

· Failing to identify/understand customer needs/requirements 

· Short term planning 

· Inadequate/poor planning 

· Flawed incentives and indicators 

· Favoritism 

· Lack of supervision/monitoring 

· Attitude towards change 

· Lack of decision making and communication skills 

· Lack of process understanding 

· Lack of fact based decision making 

Method

· Lack of procedures 

· Procedures not followed 

· Conflicting requirements 

· Procedures not communicated 

· Too rigid or too relaxed requirements 

Environment

· Humidity / temperature / lighting

Negotiation Techniques and Procedures

Negotiation is a method by which people settle differences. It is a process by which compromise or agreement is reached while avoiding argument.  In any disagreement, individuals understandably aim to achieve the best possible outcome for their position (or perhaps an organization they represent). However, the principles of fairness, seeking mutual benefit and maintaining a relationship are the keys to a successful outcome. 

Specific forms of negotiation are used in many situations: international affairs, the legal system, government, industrial disputes or domestic relationships as examples. However, general negotiation skills can be learned and applied in a wide range of activities.  Negotiation skills can be of great benefit in resolving any differences that arise between you and others.

Stages of Negotiation

In order to achieve a desirable outcome, it may be useful to follow a structured approach to negotiation. For example, in a work situation a meeting may need to be arranged in which all parties involved can come together. The process of negotiation includes the following stages:

· Preparation

· Discussion

· Clarification of goals

· Negotiation towards a WIN-WIN situation

· Agreement

· Implementation of a course of action 

1. Preparation

Before any negotiation takes place, a decision needs to be taken as to when and where a meeting will take place to discuss the problem and who will attend.  Setting a limited timescale can also be helpful to prevent the disagreement continuing
 This stage involves ensuring all the pertinent facts of the situation are known in order to clarify your own position.  In the work example above, this would include knowing the ‘rules’ of your organization, to whom help is given, when help is not felt appropriate and the grounds for such refusals.  Your organization may well have policies to which you can refer in preparation for the negotiation.

 Undertaking preparation before discussing the disagreement will help to avoid further conflict and unnecessary wasting time during the meeting.

2. Discussion

During this stage, individuals or members of each side put forward the case as they see it that is their understanding of the situation.  Key skills during this stage are questioning, listening and clarifying.  Sometimes it is helpful to take notes during the discussion stage to record all points put forward in case there is need for further clarification.  It is extremely important to listen, as when disagreement takes place it is easy to make the mistake of saying too much and listening too little.  Each side should have an equal opportunity to present their case.

3.  Clarifying Goals
From the discussion, the goals, interests and viewpoints of both sides of the disagreement need to be clarified.  It is helpful to list these in order of priority.  Through this clarification it is often possible to identify or establish common ground.

4.  Negotiate for a WIN-WIN Outcome
This stage focuses on what is termed a WIN-WIN outcome where both sides feel they have gained something positive through the process of negotiation and both sides feel their point of view has been taken into consideration. A WIN-WIN outcome is usually the best outcome, however it may not always be possible but through negotiation it should be the ultimate goal.
 Suggestions of alternative strategies and compromises need to be considered at this point.  Compromises are often positive alternatives which can often achieve greater benefit for all concerned rather than holding to the original positions.

5. Agreement

Agreement can be achieved once understanding of both sides’ viewpoints and interests have been considered.  It is essential to keep an open mind in order to achieve a solution.  Any agreement needs to be made perfectly clear so that both sides know what has been decided.

6.  Implementing a Course of Action

From the agreement, a course of action has to be implemented, to carry through the decision. 
Failure to Agree:  If the process of negotiation breaks down and agreement cannot be reached, then re-scheduling a further meeting is called for.  This avoids all parties becoming embroiled in heated discussion or argument, which not only wastes valuable time but can also damage future working relationships.
 At the subsequent meeting, the stages of negotiation should be repeated.  Any new ideas or interests should be taken into account and the situation looked at afresh.  At this stage it may also be helpful to look at other alternative solutions and/or bring in another person to mediate.

5.1 Problem Solving and Decision Making Techniques

By taking the steps of systematic problem solving and decision-making you can prevent problems from recurring. They include:

STEP 1: Problem Recognition

 STEP 2: Problem Labeling

 STEP 3: Problem-cause analysis

 STEP 4: Optional solutions

 STEP 5: Decision-making

 STEP 6: Action Planning
STEP 1

 Problem solving and decision making begins by recognizing that a situation needs resolution. This boils down to listing of all hard and soft symptoms relevant to the problem. Even when the troubles are obvious, it is a good idea to start with Step 1. No matter how serious or stressful the first encounter with a problem may seem, it is usually only a symptom of the underlying trouble or real problem. Symptoms may be trivial, like one minor defect, or they may be serious issues that must be dealt with quickly, such as falling production levels. Regardless, they are often simply just side effects of the real problem that lies beneath the surface.
STEP 2

 After completing Step 1, you should have a wealth of data on your problem. It may be confusing and you still may not know what kind of a problem you have. People may have different interpretations of the same issue. A problem will look different from different vantage points. Those doing the looking may label it with different words even though they’re talking about the same issue. Whether differences of opinions are about details or major issues, disagreement blocks the necessary teamwork to resolve things. Step 2 attempts to identify and label both sides of the conflict in a way that everyone can accept. The result of Problem Labeling is a simple agreed-upon statement of the common denominators of the problem. You need to identify the central issue that needs resolution. This should give you a unifying statement of the main problem.
STEP 3

 Problem-Cause Analysis produces the true problem definition. So why have we taken valuable time with Steps 1 and 2? Because it is extremely difficult to sort through the mental and emotional issues that cloud a problem. Previous steps helped create general awareness of what the problem is and isn’t. These steps helped sort out the causes, contributing forces or stimuli that raised the problem in the first place from the effects, the symptoms, and by-products of the causes. Step 3 looks for the root cause of the problem. The root cause is a controllable, solvable force which explains why the problem exists.
STEP 4

 Step 4 is called “Optional Solutions” because the goal is to complete a list of conceivable alternatives. You’re looking for any strategies, which will address the root cause and resolve the problem once and for all. Insisting on a comprehensive list prevents you from rushing off impulsively with the first idea that sounds good. There’s a chance that if you follow the first off-the-cuff proposal, it will be inferior, inadequate, or unbalanced. You’ve come this far by avoiding short cuts. Don’t give in to the temptation now. A complete list of alternatives is essential before proceeding to Step 5.
STEP 5

 Step 5 allows you to choose one alternative solution as a course of action. You make a value judgment on what to do about the problem. The result you want is a firm joint decision on the chosen optional solution. This means selecting one strategy from the list in Step 4 that everyone will respect. The philosophy of Step 5 is analysis and evaluation. This means lining your ducks up, weeding out the worst choices, and weighing remaining choices against each other. You will consider ranking, prioritizing, and scoring the alternatives to make your choice. The goal is to find the “right” solution using a practical, scientific process.
STEP 6

 The best solution ever conceived and agreed-upon won’t solve a problem if it isn’t put into action. An action plan outlines that will do what, where and by when. An action plan organizes tasks which implement the decision in actual practice. Timing, personnel and other resources must be considered and choreographed into action.

5.1 Managing Quality Process and System

Process-based Quality Management Systems are advocated by the 2000 version of the ISO 9000 quality standard series and are based on the process approach. According to the process approach, a desired result is achieved more efficiently when activities and their required resources are managed as a process. In other words, a process is a collection of activities delivering a specific output
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Control

Processes should be controlled by developing relevant criteria and methods. To develop a control mechanism, inputs and outputs of the process should be determined by working with the suppliers and customers of the process. Once inputs and outputs and their measurement criteria are established, you can describe how each activity in the process should work.
Measurement and Monitoring

Processes require monitoring and measurement. The frequency of measurement depends on the nature and importance of the process and the organization's quality objectives. All processes should be monitored in some way and those critical to customer requirement should be measured.
Analysis

Processes must be analyzed to identify problems and improvement opportunities. Process analysis may use data generated during process measurement activities. Some process analysis occurs on a day-to-day basis by process operators or supervisors. Flowcharts can be a useful tool for process analysis.
Process Owners and Champions

Processes may involve activities from more than one department. The process owner serves as the team leader for the process and is selected from the most involved department in the process. A member of the top management is assigned to each key process as a process champion. The champion is a link between the process management team and senior executives.
System Approach

A quality management system is a group of interrelated processes focused on achieving organization's quality objectives. Identifying and managing interrelated processes as a system improves organization's effectiveness and efficiency in attaining its objectives.

Quality management is becoming increasingly important to the leadership and management of all organizations. It is necessary to identify Quality Management as a distinct discipline of management and lay down universally understood and accepted rules for this discipline.

"A quality management principle is a comprehensive and fundamental rule / belief, for leading and operating an organisation, aimed at continually improving performance over the long term by focusing on customers while addressing the needs of all other stake holders". 
The eight principles are...
1. Customer-Focused Organization
2. Leadership

3. Involvement of People

4. Process Approach
5. System Approach to Management

6. Continual Improvement
7. Factual Approach to Decision Making and

8. Mutually Beneficial Supplier Relationships.

Principle 1 - Customer-Focused Organization: "Organizations depend on their customers and therefore should understand current and future customer needs, meet customer requirements and strive to exceed customer expectations". 

Steps in application of this principle are... 
· Understand customer needs and expectations for products, delivery, price, dependability, etc.

· Ensure a balanced approach among customers and other stake holders (owners, people, suppliers, local communities and society at large) needs and expectations.

· Communicate these needs and expectations throughout the organization.

· Measure customer satisfaction & act on results, and

· Manage customer relationships.

Principle 2 - Leadership: "Leaders establish unity of purpose and direction of the organization. They should create and maintain the internal environment in which people can become fully involved in achieving the organization’s objectives." 

Steps in application of this principle are... 
· Be proactive and lead by example.

· Understand and respond to changes in the external environment.

· Consider the needs of all stake holders including customers, owners, people, suppliers, local communities and society at large.

· Establish a clear vision of the organization’s future.

· Establish shared values and ethical role models at all levels of the organization.

· Build trust and eliminate fear.

· Provide people with the required resources and freedom to act with responsibility and accountability.

· Inspire, encourage and recognize people's contributions.

· Promote open and honest communication.

· Educate, train and coach people.

· Set challenging goals and targets, and

· Implement a strategy to achieve these goals and targets.

Principle 3 - Involvement of People: "People at all levels are the essence of an organization and their full involvement enables their abilities to be used for the organization’s benefit". 

Steps in application of this principle are... 

· Accept ownership and responsibility to solve problems.

· Actively seek opportunities to make improvements, and enhance competencies, knowledge and experience.

· Freely share knowledge & experience in teams.

· Focus on the creation of value for customers.

· Be innovative in furthering the organization’s objectives.

· Improve the way of representing the organization to customers, local communities and society at large.

· Help people derive satisfaction from their work, and

· Make people enthusiastic and proud to be part of the organization.

Principle 4 - Process Approach: "A desired result is achieved more efficiently when related resources and activities are managed as a process." 

Steps in application of this principle are... 
· Define the process to achieve the desired result.

· Identify and measure the inputs and outputs of the process.

· Identify the interfaces of the process with the functions of the organization.

· Evaluate possible risks, consequences and impacts of processes on customers, suppliers and other stake holders of the process.

· Establish clear responsibility, authority, and accountability for managing the process.

· Identify internal and external customers, suppliers and other stake holders of the process, and

· When designing processes, consider process steps, activities, flows, control measures, training needs, equipment, methods, information, materials and other resources to achieve the desired result.

Principle 5 - System Approach to Management: "Identifying, understanding and managing a system of interrelated processes for a given objective improves the organization’s effectiveness and efficiency." 

Steps in application of this principle are... 
· Define the system by identifying or developing the processes that affect a given objective. 

· Structure the system to achieve the objective in the most efficient way.

· Understand the interdependencies among the processes of the system. 

· Continually improve the system through measurement and evaluation, and

· Estimate the resource requirements and establish resource constraints prior to action.

Principle 6 - Continual Improvement: "Continual improvement should be a permanent objective of the organization." 

Steps in application of this principle are ... 

· Make continual improvement of products, processes and systems an objective for every individual in the organization.

· Apply the basic improvement concepts of incremental improvement and breakthrough improvement.

· Use periodic assessments against established criteria of excellence to identify areas for potential improvement.

· Continually improve the efficiency and effectiveness of all processes.

· Promote prevention based activities.

· Provide every member of the organization with appropriate education and training, on the methods and tools of continual improvement such as the Plan-Do-Check-Act cycle , problem solving , process re-engineering, and process innovation.

· Establish measures and goals to guide and track improvements, and
· Recognize improvements.

Principle 7 - Factual Approach to Decision Making: "Effective decisions are based on the analysis of data and information." 

Steps in application of this principle are... 
· Take measurements and collect data and information relevant to the objective.

· Ensure that the data and information are sufficiently accurate, reliable and accessible.

· Analyze the data and information using valid methods.

· Understand the value of appropriate statistical techniques, and

· Make decisions and take action based on the results of logical analysis balanced with experience and intuition.

Principle 8 - Mutually Beneficial Supplier Relationships: "An organization and its suppliers are interdependent, and a mutually beneficial relationship enhances the ability of both to create value." 

Steps in application of this principle are... 
· Identify and select key suppliers.

· Establish supplier relationships that balance short-term gains with long-term considerations for the organization and society at large.

· Create clear and open communications.

· Initiate joint development and improvement of products and processes.

· Jointly establish a clear understanding of customers' needs.

· Share information and future plans, and

· Recognize supplier improvements and achievements.
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