
oo often, an ISO 9001 team focuses all its
attention on documentation. Instead, the
cross functional team responsible for

developing a process based QMS should first ana-
lyze and understand how the organization’s cur-
rent system works. The team must make the
system that is used to run the business conform to
the standard instead of creating a pile of unpopu-
lar paperwork that competes with the system
(see sidebar “Quality Management System”). A
standalone quality system would lose the competi-

T

In 50 Words
Or Less

• To create a proper quality management system (QMS),

an organization must first understand how its current

system works.

• Top management needs to understand the difference

between “doing ISO” and developing a value adding

QMS.

• Follow these 16 steps and you’ll end up with a well-

defined, thoughtful QMS.
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tion and run breathless behind the business man-
agement system.

Symptoms of this lack of fitness in QMSs include:
• Talk of “implementing ISO 9001.”
• Overdocumented systems that try to guess

what the auditor will ask for. 
• Systems that exist at the behest of a customer

or to obtain a certificate. 
• Pleadings on how to obtain top management

commitment. 
• Panic because the registrar’s auditor is about

to visit.
To avoid creating a system based solely on docu-

mentation, follow these 16 steps.1

STEP ONE: Understand ISO 9001’s
Requirements

Ensure your system development team under-
stands the fundamentals of management systems,
process management, process and system auditing,
and the requirements of the standard. ISO 9001
requires that:

• Leaders demonstrate their commitment to
requirements.

• Policy and measurable quality objectives are
set and renewed.

• Processes are identified, analyzed and managed.
• Customer satisfaction is measured.
• Data are collected, analyzed and used. 
• System effectiveness is continually improved. 
The QMS development team should consist of a
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diagonal cross section that represents all functions
and levels of your organization. The system manag-
er should act as project manager and lead the group
because this project has more to do with analyzing
processes than writing detailed procedures.

STEP TWO: Determine Scope 
And Exclusions

Look at the service part of your product and con-
sider the risks when deciding which goods and ser-
vices to leave out and which products or locations
to include in the scope of your QMS. Document the
scope statement for your system manual [see step
10 and the sidebar “Sample Quality Manual” (p. 62)
for ideas].2

If it’s not necessary for your system to fulfill cus-
tomer and regulatory requirements, then you may

exclude parts of clause seven of ISO 9001 that
specify some requirements for the processes of
designing and delivering goods and services. Just
be sure to explain the reason for any exclusion in
your system manual. Also, be sure to include any
outsourced processes that are essential to fulfill
customer or regulatory requirements. 

STEP THREE: Enable Top
Management

Run a workshop for top managers involved
with process based management systems and the
leadership requirements of ISO 9001. Then provide
opportunities for the managers to show their com-
mitment to the requirements. They need to know
the answers to at least three important questions:

1. Why is the QMS important to them?
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A system is made up of parts that work together. Quality Management International Inc.’s

quality management system (QMS) includes policy, objectives, organization, interacting

processes and records. Our QMS update team is in the process of making our system user

friendly and in line with the way we run our business and manage our projects. 

Our procedures will consist of short flowcharts that show who does what to meet process

objectives. The processes (or our work) will convert inputs into outputs. By analyzing our key

processes, we will be able to capture them on paper and create deployment flowcharts to

improve our teamwork on every project. 

Each key process has an owner who is an expert in the way the process works. Process

teams will analyze their processes and document the key ones. 

Single-page flowcharts will then illustrate who does what and will include drilldowns

where necessary to give more detail. The flowcharts will also tie in the other parts of our

QMS, such as forms and instructions. 

TeamFlow flowcharting software uses a few symbols to describe the important parts of all

our key processes (see Figure 1, p. 58).

Quality Management SystemQuality Management System



Deployment Flowchart SymbolsFIGURE 1

Meeting is green (arrow indicates chair)

Process team member one Process team member two Process team member three

Process objective is colored red (document icon indicates hyperlink)

Document
(is black)

Task with detail below
(or on subsequent page)

Y

N
Decision? [is red]
(dotted line = feedback up the page)

www.teamflow.com

Activity or task (is blue)

Sticky note (any color) can be added.

Process team member one owns process 
objective, completes task, chairs meeting 
with process team member three and 
makes decision, assigning task to process 
team member two, who did not attend 
meeting. Document is produced by process 
team member three.

2. What do they consider the most important
obligation in making it work?

3. What will be the biggest benefit of the QMS?
Tell the stars of this workshop that they will be

developing and presenting employee awareness ses-
sions to establish and maintain employee enthusi-
asm for using and improving the QMS. They should
avoid malicious compliance (complying with the
procedure when they know it does not work) and
remember compulsion is the worst reason for doing
anything.

STEP FOUR: Assess Conformity 
To ISO 9001

Your system may already be meeting many of
ISO 9001’s requirements, so ask your trained lead
auditor to conduct the audit and report on the gaps
in your existing system, even if your system is large-
ly undocumented. Input this information into the
list of key processes (see step six) for ongoing con-
sideration during process analysis (if the process
exists) and design (if the process is missing).

STEP FIVE: Analyze Each 
Core Process

Look at the processes that convert customers’
needs into cash in the bank. Meet with the process
leaders, and use a flipchart and sticky notes to jot
down inputs, objectives, tasks, meetings, decisions
and outputs for open discussion. 

Transfer the notes to a deployment flowchart on
a single sheet of paper to limit the detail and keep
you focused on identifying the key processes. This
core process flowchart will show how your organi-
zation: 

• Learns about customer needs. 
• Translates these needs into requirements for

its goods or services. 
• Plans, develops or designs the processes to

meet product requirements. 
• Operates the processes to add value to materi-

als and information. 
• Verifies product conformity.
• Delivers its goods or services. 
• Obtains payment for the conforming products

delivered.
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Show the managers the actual core process is 
the same as the organization’s business cycle to
help them see and understand the difference be-
tween “doing ISO” and developing a value added
QMS. This core process flowchart will feed into
supporting processes for measuring customer sat-
isfaction, analyzing data and using the information
to make decisions, audit and review performance
for further improvement.

STEP SIX: Identify Key Processes 
You will usually uncover about 30 key processes

that are a part of each core process, depending on
the complexity of your organization’s products.
Your organization may have more than one core
process or profit center (separate resources, values
and processes), and each core process may share
the same support processes. It depends on how

each profit center is organized.   
The supporting processes direct, sustain and

continually improve the core process. Most
processes, such as recruiting, training, auditing
and controlling documents, are intuitive; use ISO
9001 to help you list your support processes. Other
key processes can be captured or designed and
added later while you’re maintaining the system.

Assign a process owner to each key process. This
person is responsible for ensuring the process is
accurately documented, and he or she is involved in
all process improvements. This person is not respon-
sible for ensuring process teams operate and control
their processes properly. Managers of the functions
that serve the processes are still responsible for this.

Give each system document a unique alphanu-
meric code, for example, AA-BB-CC, in which AA
denotes the document type, BB shows the function
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List of Key ProcessesFIGURE 2

 1 Review the instructions needed for control. Mon. 10/14/02 Fri. 12/6/02

 2 Collate and code existing forms. Wed. 11/20/02 Tue. 12/10/02

 3 Assess existing system for gaps/new processes. Wed. 11/20/02 Wed. 11/20/02

 4 Determine the key processes. Wed. 11/20/02 Fri. 11/22/02

 5 Assign process owners and deadlines. Wed. 11/20/02 Fri. 11/22/02

 6 Train process owners. Mon. 11/25/02 Tue. 11/26/02

 7 Update quality policy. Mon. 12/9/02 Fri. 1/3/03

 8 Define key as-is and new processes (see list). Mon. 12/9/02 Fri. 3/28/03

 9 Review, update and issue flowcharts. Mon. 1/6/03 Fri. 5/2/03

 10 Update and use quality objectives. Mon. 1/6/03 Fri. 1/31/03

 11 Update quality manual. Mon. 1/6/03 Mon. 2/3/03

 12 Ensure registrar is respected by customers. Mon. 2/3/03 Fri. 2/28/03

 13 Survey customers and input results to QMS. Mon. 2/3/03 Fri. 2/28/03

 14 Conduct system documentation audit (by QMII). Tue. 2/4/03 Wed. 2/5/03

 15 Train teams in new processes. Mon. 3/31/03 Fri. 4/25/03

 16 Leader workshop (to develop awareness campaign). Mon. 5/5/03 Mon. 5/5/03

 17 150 days of formal preventive/corrective actions. Tue. 5/6/03 Mon. 12/1/03

 18 Awareness sessions by leaders. Tue. 5/6/03 Mon. 6/16/03

 19 Launch the updated QMS. Tue. 5/6/03 Tue. 5/6/03

 20 Complete one cycle of internal audits. Wed. 5/7/03 Tue. 7/8/03

 21 Update internal auditing program. Wed. 7/9/03 Wed. 7/9/03

 22 Audit QMS to ISO 9001 (by QMII). Wed. 7/9/03 Fri. 7/11/03

 23 First and second management reviews. Thur. 7/10/03 Wed. 10/1/03

 24 Registrar's ISO 9001 assessment. Thur. 10/2/03 Wed. 10/8/03

 25 Improve the QMS for lean Six Sigma performance. Tue. 12/2/03 Tue. 12/2/03

 ID Task name Start Finish

QMS – quality management system.
QMII – Quality Management International Inc.

© 2004, John Broomfield, Quality Management International Inc. page 1 of 1 To be revised

Quality management system
ISO 9001-2000 certification project

Fourth quarter
Oct. Nov. Dec. Jan. Feb. Mar. Apr. May Jun. Jul. Aug. Sep. Oct Nov. Dec.

First quarter Second quarter Third quarter Fourth quarter



Deployment Flowchart as Documented ProcedureFIGURE 3

Agree on audit scope and any additional audit objectives.

Auditing for improvement

QMS manager Lead auditor Auditee

Your company

To sample the QMS and report on conformity to ISO 9001 and effectiveness for improvement.

Schedule.Schedule.

Review system documentation within scope.

Prepare plan and checklist (notify with copy of audit plan).

Checklist. Checklist. Audit plan.

Conduct audit per audit checklist.

Provide evidence of system
and process effectiveness. 

Y

N
Conforms to audit criteria?

Y

N
More evidence? 

Agree upon nonconformity (requirement, evidence and nature).

Make notes on checklist.

Y

N
Met audit objective?

Prepare for exit meeting.

Issue any corrective action reports per PR-EXE-05.

Audit report (completed checklist).

Audit report. Audit report.

Review for trends.

“Conforms?” means as 
specified (may be verbal).

Nonconformity = non- 
fulfillment of specified
requirements.          

PR-EXE-04 (OA) 

Issue/update schedule (see IN-EXE-01).

Select independent, competent lead auditor.

File audit report and distribute copies.

Exit meeting to review audit findings.

QMS – quality management system.
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responsible, and CC is a number from 1 to 99. This
will allow you to link each flowcharted process
specification with its input and output processes,
instructions and forms.

STEP SEVEN: Complete the Project
Management Plan

The project management plan contains a list of
key processes, names of people responsible and
dates indicating when the deployment flowcharts
from step six are complete. It also includes a bar
chart showing:

• Tasks and milestone dates.
• Durations of tasks.
• Sequence and dependencies of tasks and mile-

stones.
• Responsibilities for tasks.
Consider making the penultimate task on the list

the registrar’s certification assessment. End the
project with the first 150 days of using the system
for improvement—spanning the results of process
and system auditing (see task 17 in Figure 2, p. 59).

STEP EIGHT: Define Each Key Process
Each flowcharted procedure should enable the

process team members to:
• See the objective for their work.
• Identify the source of inputs, such as data,

information or material.
• See their responsibilities and decision making

authorities. 
• Control their work or correct it if the objective

is not being achieved.
• Ensure the outputs, such as data, information

or material, meet requirements.
• Identify necessary improvements.
• Monitor and audit for process control and

effectiveness.
The inputs and outputs will mainly come from

or go to external customers, subcontractors and
internal customers and suppliers within the orga-
nization.

Control is defined as establishing and meeting
requirements. Refer to the appropriate process
monitoring or product verification requirements
whenever the process step is verifying control.

Your system development team will need to be
competent in asking audit style questions or process
analysis (see step one). You should allow two hours
with each process owner and use deployment flow-

charts with hyperlinks to other flowcharts, any nec-
essary instructions and the forms used to gather
data (see Figure 3).

STEP NINE: Review Each Flowchart 
Include internal customers in the reviews and

reconcile all comments. Avoid the disappointment
of tardy and superficial reviews by explaining what
you require of the review team members up front.
Process owners deepen the team members’ commit-
ment to and ownership of the process specifications
by using all comments or explaining to the person
making the comment why it wasn’t used. Team
members need to:

• Review flowcharts of as-is processes for accu-
racy.

• Review flowcharts of new processes for feasi-
bility.

• Correct any inaccuracies or provide alterna-
tive detail.

• Return comments to the process owner by an
agreed upon date.

Remember, every process can be improved. So
save the “How can we improve it?” question for
when your system is up and running. If you don’t,
your system development project will slow to a stop
as you get sidetracked by interesting improvement
projects. If the process must be changed sooner, agree
to analyze and define the new reality in two weeks.

STEP 10. Describe Your New System
The modern system manual rarely includes pro-

cedures. It merely describes the system to the users
and other members of the project team. Write direct-
ly to your colleagues and keep the manual friendly
and brief. Do not rewrite the standard, and do not
specify your system. Lighten the prose if you can by
using the present tense to describe what’s already
happening. Only manuals for new project systems
need to specify what shall be (see sidebar “Sample
Quality Manual,” p. 62).

Include the following in your system manual:
• The scope description of the QMS.
• A description of how each of the system’s

processes interacts.
• The meaning of the flowchart symbols. (Try

not to use more than five.)
• A description of the document coding scheme.
• System structure, maintenance and adminis-

tration.
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STANDARDS

Scope of Management System

For building and construction projects managed

from our offices in Exton, PA

Process Approach

Quality Management International Inc. (QMII) spe-

cializes in construction and project management serv-

ing a wide variety of customer needs. QMII has built

long-term relationships and designed ever improving

processes that translate customer needs into buildings

and other structures that fulfill those needs.

The sequence and interaction of the key processes

within the management system are described herein

and in the core process flowchart. The key processes

have been captured in flowcharts and organized into the

quality management system (QMS). The core process

adds value to sites, materials, data and information,

most of which are customer property. The supporting

processes enable, direct, serve and improve this core

process.

How QMS Processes Interact

Customer satisfaction drives each of our processes: 

• The president appoints the project manager (PM),

and together they review the subcontractors and

continue the project planning process started in

estimating. 

• The QMS manager completes any site specific

quality plan that may be required by the contract. 

• The PM reviews and adapts the plan and any

changes to the plan with the project superinten-

dent to highlight any special requirements, critical

controls and difficult constraints.

• The project superintendent (PS) supervises and

coordinates the work of subcontractors.  

• The PM obtains, collates, controls, issues and

updates project information to and from the cus-

tomer, site and subcontractors. The PM identifies

any missing information related to actual site con-

ditions from the customer or representative, as

required by contract.  

• The PM monitors the progress of the project and

the work of the PS to provide assistance as neces-

sary to ensure the requirements are met. 

• The PS monitors the subcontractors as they plan

and verify the conformity of their work from the

time they receive it through mobilization and until

demobilization.  

• The PM updates the drawings to record the as-

installed and as-built condition. Any accepted non-

conformities are recorded in the as-built drawings.  

• The PM approves subcontractor applications for

payment and makes periodic applications for pay-

ment to the customer in accordance with the con-

tract for work that conforms to requirements.   

• On verifying the conformity of the completed pro-

ject, the PM arranges a joint inspection with the

customer to agree upon readiness for acceptance

of the building or structure. The PM then makes

the application for final payment by the customer,

including any monies retained.  

• The PM surveys for customer satisfaction, and a

postproject review obtains further lessons learned

for application to the QMS and future projects via

the improvement processes.  

The QMS, with its policy, organization and records,

surrounds and sustains these processes. Managers use

the records to help plan improvements, add value and

prevent loss. The president and PM conduct an audit,

review reports on QMS performance against the objec-

tives, regulations and customer requirements and agree

on actions to ensure continuing adequacy, suitability and

effectiveness of the QMS and hasten the adding of value.

Interaction of Continual Improvement Processes

Every key process has a customer, and its proce-

dures are used or improved by the teams responsible

for meeting its objectives and requirements.

Procedures identify inputs, controls and outputs and

show responsibility and authority for the process objec-

tives, tasks, decisions and record keeping for meetings.  

The process team drives and improves each key

process to meet the criteria and objective of each pro-

cedure. Process customers make their process objec-

tives measurable so they become the quality objectives

that drive the improvements required by the president.

The QMS enables the quality control (QC) depart-

ment to manage ongoing improvements that address

strategic or competitive issues and potential and actual
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product nonconformities. The president tracks strate-

gic issues to completion via the process for improving

system effectiveness and directs the management

team responsible for QMS performance.

Data analysis, management review, internal audit

and preventive and corrective action are five key

processes that drive improvements to the QMS.

Gathering and using employee suggestions is the sixth

process that drives continual improvement.

Flowchart Symbols

QC uses deployment flowcharts to define its key

processes. This means each member of the process

team can focus on his or her swim lane of duties

matched by authorities. The process team members

complete their work as indicated to help each other

fulfill the process objectives.

A few significant symbols are used in the flow-

charts to signify responsibility and authority and

define key processes to the extent necessary for con-

trol and improvement.

System Maintenance

The office manager (OM) updates the master list of

key processes to reflect the latest issue of approved

procedures. The OM also maintains the master lists of

QMS instructions and forms. Process customers,

assisted by process teams, report necessary improve-

ments to the president via a defined process. The OM

maintains and distributes the documented part of the

QMS. 

The conformity matrix shows how the QMS con-

forms to ISO 9001, and another exhibit describes the

exclusions and processes that are outsourced. 

System Structure, Document Review 

And Approval

The user ensures documented information is valid

before using documents, including those of external

origin. Apart from external documents and records,

the QMS includes four types of documents: manual,

procedures, instructions and forms. The latter types of

QMS documents are coded as AA-BB-CC (DD):

AA indicates type of document:

• PY—policy (meant to inspire everyone to use the

QMS).

• OB—objectives (what we are trying to achieve

with the QMS).

• MA—manual (describes QMS for employees and

customers).

• PR—procedure (with process objectives, usually

a flowchart).

• IN—instruction (defines how, usually linked to a

PR).

• FM—form (collects data, usually linked to a PR or

IN).

BB indicates the function responsible:

• EX—executive management.

• PM—project management.

• ES—estimating.

• AD—administration.

• AC—accounting.

CC indicates the document number:

• Master list (for each type of document AA).

• Document number (starts at 01 for each AA-BB).

(DD) indicates the revision status (no signatures

needed on approved documents):

• OA, OB—first draft, second draft (issued for

review and comment).

• 01, 02—first issue, second issue (approved to use

and improve).

PMs create project specific QMS documents for

exclusive use on the project by preceding the doc-

ument code with the job number. The QMS manag-

er determines the need to document a key process

and assigns the process customer and document

code as shown. The QMS manager sees evidence

of review and approval on draft documents (and

changes) from the process customer before updat-

ing the revision status from a letter to a number

(or, for a change, to the next consecutive number).  

The OM then arranges the controlled distribution of

approved QMS documents. Record keeping is con-

trolled via a table that shows the filing, archiving and

disposition of data and records.

© 2004, John Broomfield, Quality Management International Inc.



Add the following exhibits as necessary for sepa-
rate revision control within the manual:

• Quality policy. 
• Quality objectives.
• Top two or three levels of the organization

chart.
• Core process flowchart showing process inter-

actions.
• List of processes within the system.
• Your system in relation to ISO 9001 on a single

sheet matrix.
• Your system in relation to any other system

standard on a single sheet matrix.
• Your system in relation to pertinent regula-

tions on a single sheet matrix.
• Outsourced processes that are necessary for

conformity.
• Evidence for excluding requirements from

clause seven of ISO 9001.

STEP 11. Ensure the Objectives 
Are Measurable

Include the current process objectives and any new
ones required for your projects. Try to use lower level
objectives because higher level ones tend to be based
on outcomes and are corrective in nature. Lower level
objectives that serve higher goals are better because
they are leading or preventive in nature. For example:

• Lower costs of goods and services by 5% (out-
come).

• Ensure suppliers use systems that conform to
ISO 9001 (leading).

At least be sure you have measurable objectives
connected to sources of data to drive the continual
improvement of:

• Customer satisfaction.
• Product conformity.
• Process performance.
• Employee involvement.
• Subcontractor performance.
Involve the managers, and understand the

sources of information they use to prevent prob-
lems with these key performance indicators.

STEP 12. Make Employees 
Aware of System 

Top managers within a team of trained awareness
leaders are very convincing. Employees need to see
top managers demonstrating their commitment to:

• Their policy and objectives.

• The requirements of the management system.
• Customer stated and implied requirements.
• Legal and regulatory requirements.
In the awareness sessions, the top managers

need to explain:
• The organization’s quality, environmental,

health, safety and security policies.
• The objectives—and perhaps the incremental

targets—of the QMS.
• How to suggest improvements to the QMS.
• The obligations of the QMS.
• The benefits of using and improving the QMS.
Top management should promise system perfor-

mance reports to the employees. These reports can
be securely posted as a byproduct of the manage-
ment review process (see clauses 5.5.3 and 5.6.3 of
ISO 9001).3

STEP 13. Train Process Teams
Keep your system changes to a minimum to

stay on budget and maintain control of the sys-
tem development project. Use the actual system
document as a basis for employee training. Invest
in accredited training for the managers and audi-
tors so they can capably monitor use of the sys-
tem and conduct ISO 9001 conformity and system
and process effectiveness audits against ISO 9001.
These auditing and monitoring skills may also be
required during procurement and the project
itself to improve the performance of key subcon-
tractors.

STEP 14. Launch the System; 
Audit Conformity

Celebrate the team’s achievement of developing
your QMS in record time. Recognize the system
development team, and invite continual improve-
ment. Try not to undermine confidence by show-
ing any customer or registrar your nonconforming
system. Delay the customer’s audit and the certifi-
cation audit until the skills of your freshly trained
and well-led auditors have used your auditing
process to determine conformity to ISO 9001. In-
ternal auditing can invoke any overdue corrective
action for conformity.

Conformity includes the extent to which the
planned activities are realized and the planned
results are achieved through use of the system.
This is also known as auditing for effectiveness.
Allow time to verify the effectiveness of corrective
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actions before inviting the registrar (see steps
seven and 15).

STEP 15. Consider the Value 
Of Certification

You can self-declare conformity to ISO 9001 and
gain the benefits from your system by making sure
it is:

• Used vigorously.
• Driven by customer needs.
• Challenged by improvement objectives.
• In conformity with ISO 9001.
Once you are convinced your system conforms

to ISO 9001, you could consider getting certified. It
is beneficial to organizations that operate in mar-
kets with businesses that use ISO 9001 to prequali-
fy bidders on their projects. If these benefits apply
to your organization, select an accredited registrar
that is well respected by your existing and future
customer base.

Your customers need to know your registrar’s
independent certificate does not depend on your
registrar for its conformity, so be careful about
making your system depend on any creative
advice from your registrar. Permissible advice from
accredited registrars before, during or after audit,
including any in-house training, is limited to non-

creative advice, such as interpreting the standard. 
Mutual independence means your leaders and

team have to become more capable. This strength-
ens your system and maintains the impartial and
objective value of your certificate of conformity in
the minds of your customers. You could obtain the
new skills and knowledge your system needs from
accredited independent trainers who are not your
registrar.  

STEP 16. Measure, Analyze 
And Continually Improve

Your organization’s competitiveness is deter-
mined by the rate at which your core process adds
value, so you may want to gather and analyze the
data to calculate this characteristic of your QMS.
Continue to collect customer satisfaction data by
determining what customers need and how well
they think your organization meets their needs.
The results will influence your strategic planning,
and you can include this process in your QMS to
further improve your organization’s performance.
To increase the rate at which the core process adds
value, consider setting improvement objectives for
an improvement plan within the system.

Six Sigma can eliminate sources of waste by
reducing process variation, and lean can eliminate

The Process Based Management SystemFIGURE 4

Hiring and
recruiting 

*Lean, Six Sigma and the data driven continual improvement processes .
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sources of waste by redesigning the system. Both
are popular improvement processes that may need
to be part of your QMS to ensure it works well.
They just may hasten the rate at which your core
process adds value (see Figure 4, p. 65)!

It’s not just what we do, it’s what we do for you.

Certification can be a challenge.
SGS completes the puzzle when
choosing your registrar.

Contact us for information on:

• ISO 9001:2000 • QS 9000 • ISO 9000 for Healthcare

• ISO 14001 • TS 16949 • OHSAS 18001

• AS 9100 • CE Mark • TAPA/FSR Audits

• TL 9000 • ISO 13485 • SQF

In US, call: (800) 747-9047
In Canada, call: (800) 636-0847
www.us.sgs.com

SGS IS THE WORLD’S LEADING VERIFICATION, 
TESTING AND CERTIFICATION COMPANY

and our full suite
of training courses.
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comment
Please

If you would like to comment 

on this article, please post your

remarks on the Quality Progress

Discussion Board at www.asq.org,

or e-mail them to editor@asq.org.

Once you understand your organization’s cur-
rent system, you can use these 16 steps to move
beyond developing a standalone quality system
toward one that is fully integrated into your orga-
nization’s way of doing business.
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