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Cheers and tears
By Dr Richard Hayward

David Hoyle's article in the November issue entitled “Exposing uncertainty in ISO DIS
9001:2015” has generated a lot of interest with our readers and we will be looking forward to
more comments on this piece early next year. So if you have any comments please submit
them to us.
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I would like to thank all our authors for the year for their inputs and in particular a big thank
you to our regular contributors, Terry Booysen, Dr Richard Hayward, Dr Alastair Walker and
Paul Naysmith. I would also like to thank Vanessa du Toit for correlating all the articles and
Aubrey Jansen for his wonderful art and layout work.
As ever, I would be happy to receive comments relating to our articles or any other items of
interest relating to quality at exec@saqi.co.za
Yours in Quality

Paul Harding
SAQI MD

TEAM SAQI wishes all its members warm
Seasonal Greetings.
We thank you for your support and look forward
to another quality year in 2015.

in
WWW.SAQI.CO.ZA

As is customary SAQI will close for its annual
break on Friday 12 December at 12 noon and
reopen for business on Tuesday 6 January 2015.
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The 1 ASQ European Country Counselors Summit in
th
th
Athens, Greece (Oct. 10 & 11 2014)
A thought provoking and stimulating pan European quality event
By Dr. Annabelle Palladas

On Oct. 10 & 11, 2014 the 1 ASQ European Country Counselors Summit took place in Athens, Greece. The Summit was a ended by S.
Hacker - ASQ Chair, Dr. C. Kimberlin - ASQ Chair elect, R. Jahnke - ASQ Global Advisory Council Member and Summit Champion, M.
Maldonado - ASQ Global Membership Manager and thirteen Country Counselors from all over Europe (Belgium - W. Vandenbrande,
Finland - T. Karjalainen, Germany - M. Barsalou, Greece - A. Palladas, Ireland - W. Parker, Italy - D. Rovigo, Latvia - J. Mazais, Portugal - P.
Sampaio, Romania - D. Iorga, Spain - P.M. Franquesa, Sweden - B. Norstrom, Turkey - H. Cakmak and United Kingdom - T. Brown).

During the ﬁrst day of the Summit, S. Hacker ini ally presented
global data and linked them to ASQ, emphasizing on the
increasing rates of change and complexi es in the world, which
in turn create the necessity for transforma ons. Dr. C. Kimberlin
presented the ra onale behind the Society's goals and
orienta ons for the future, stressing the importance of team,
quality and leadership culture, as well as the need to deliver
quality to society.
Focusing on the current status and the desired improvements,
not only of quality, but of quality professionals as well, each
Country Counselor commented on the relevant issues in his/her
country. The par cipants discussed the diﬃcul es and the
opportuni es, created by the recession and other condi ons in
Europe and the world in general, highligh ng country speciﬁc
condi ons, par culari es and business - entrepreneurial
mentali es.

On the second day of the Summit, each Country Counselor
presented the ini a ves and ac vi es of the LMCs in their
countries, as well as their ideas for further developments, in
order: (a) for the know-how and experience of the quality
professionals (ASQ members) to support and further develop
companies and organiza ons in the current and forthcoming
market condi ons, in a beneﬁcial to all way and (b) to improve,
through the above, the value of quality and that of quality
professionals.
Main points and ini a ves decided:
§ As unanimously stated by all a endees, the Summit was
an excellent opportunity for European Country
Counselors (CCs) to meet and interact with one another,
as well as with ASQ Chair S. Hacker and Chair-elect C.
Kimberlin. All CCs conﬁrmed that this mee ng was very

...continue on page 3
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important and extremely useful to them. Also they stated
their commitment to coopera ng and working together,
for the beneﬁt of ASQ and the local ASQ members in
their countries.
§ ASQ is considering opening an oﬃce or at least having
staﬀ in Europe, possibly sta oned in Eastern Europe. CCs
from Greece, Belgium and Germany proposed their
country capitals.
§ Due to distance and cost, most CCs proposed having an
ASQ World Conference on European soil. An ini al
organizing commi ee was formed by CCs from Belgium,
Romania, Spain, Germany and Sweden.
§ CC A. Palladas will develop a Toolkit for CCs so that they
may have all the material and instruc ons they need in
order to func on according to their role.

Administra on (MBA), (b) Quality Management (c) Adult
Distance Learning (d) (M.Sc. & Ph.D.: Plasma Physics (Low
Energy) and a B.Sc. in Physics.
A. Palladas has created a pioneering integra ve business corporate excellence management paradigm (HIMS®) and an
interac ve so ware applica on (eCalQ®). She is a recognized
author, with approximately 100 interna onal - na onal
publica ons, conference announcements and lectures in the
ﬁelds of: Quality and Business Management - Excellence, Adult
Educa on, Metrology and Physics. In 2006, she won the 1 Prize
of the IDEOPOLIS Na onal Business Plan Contest in Greece.
Her current professional ac vi es involve Quality Management,
Managerial Administra on Proﬁciency and Internal Audi ng in a
state-owned (broad government sector) EU co-funded project
management company.
Contact Info:
Email: pallada@otenet.gr
gr.linkedin.com/in/annabellepalladas
@AnnabellePall

The Summit brought together seventeen complete strangers,
who a er two days of sharing ideas and experiences and
formula ng goals, parted, under the enchan ng and everinspiring Acropolis, not only as friends, but as further connected,
empowered and upli ed quality champions.
About the Author
ASQ (American Society for Quality)
Senior Member & Country Counselor for
Greece, ASQ QMD OETC (Organiza onal
Excellence Technical Commi ee)
Member represen ng Europe, EOQ
(European Organiza on for Quality) IPN
Member, HIIA (Hellenic Ins tute of
Internal Auditors) Member and BRAVO
Corporate Responsibility & Sustainability
Awards Assessor.
Cer ﬁed: ISO 9001 Quality System, ISM and HACCP Auditor and
Adult Trainer, former European Quality Award Assessor (SME
Category) and Hellenic Open University Associate (for postgraduate Quality Management, Total Quality, Business
Excellence and Metrology courses).
She holds post-graduate degrees in: (a) Management & Business
back to contents page
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In remembrance of
Armand V. Feigenbaum:
April 6 1922 – November 13 2014

The Quality fraternity has lost a great quality guru Armand V. Feigenbaum, who passed away on 13
November 2014, at the age of 92.
He was a world renowned quality guru and author of many books. He had been ac ve in promo ng quality
as a vehicle for achieving performance excellence in businesses and industry by advoca ng the prac ce of
“Total Quality Control” (TQC), later known as “Total Quality Management” (TQM).
Amongst his numerous involvements in professional bodies, he served as President of ASQ for two
consecu ve terms in years 1961 to 1963. Moreover, he was granted the ASQ 1965 Edwards Medal in
recogni on of "his origina on and implementa on of basic founda ons for modern quality control".
His contribu ons to the quality body of knowledge include:
• "Total quality control as an eﬀec ve system for integra ng the quality development, quality
maintenance, and quality improvement eﬀorts of the various groups in an organiza on so as to enable
produc on and service at the most economical levels which allow full customer sa sfac on.”
• The concept of a "hidden" plant—the idea that so much extra work is performed in correc ng
mistakes that there is eﬀec vely a hidden plant within any factory.
• Accountability for quality: Because quality is everybody's job, it may become nobody's job—the idea
that quality must be ac vely managed and have visibility at the highest levels of management.
• The concept of quality costs

back to contents page
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National Quality2Week
0 1 4

Rally for a Cause

started wrapping their colleague, they found they always
lost. Quality message: If we allow poor quality Materials into
our own process, we are setting ourselves up to fail when
it's time to deliver to the customer.
3M South Africa celebrated World Quality Month with a
number of employee engagement activities at both their
head ofﬁce in Woodmead and the manufacturing plant in
Maple Park, Johannesburg. The intention of these activities
was to create awareness regarding the importance of
Quality, what processes are put in place to ensure the
highest quality is adhered to and to drive commitment from
all employees to a zero-defect mindset.
The day kicked off with the 3M Management Team at Head
ofﬁce “Rallying” for quality, in true South African style. The
purpose of the Rally was to create some “noise” and
interest in the planned activities around World Quality
Month as well as to display the management commitment
to a zero-defect mindset. Other activities at 3M Woodmead,
included an address by Guest speaker Mr Paul Harding
from the South African Quality Institute on sustaining a
culture of quality, we then raised the ISO 9001 Flag and this
was followed by a breakfast and poster session on some of
the Six Sigma Projects that have focused on reducing the
number of defects in various areas of business.

About 3M
3M captures the spark of new ideas and transforms them
into thousands of ingenious products. Our culture of
creative collaboration inspires a never-ending stream of
powerful technologies that make life better. 3M is the
innovation company that never stops inventing. With $31
billion in sales, 3M employs 89,000 people worldwide and
has operations in more than 70 countries. For more
information, visit www.3M.com or follow @3MNews on
Twitter

The afternoon activities were focused on the Manufacturing
Plant at Maple Park. Again there was a Quality Rally by
management, then an address by the Ismail Mapara the
MD followed by some innovative games. Details on games
below :
1. Customer Satisfaction One Shot: Employees were
challenged to knock down cups using rubber bands.
Unbeknownst to them, the cups were deliberately weighted
so that despite their hardest efforts, they couldn't knock the
cups down. The main lesson: You only have one shot at
making your customer happy.
2. Quality Looks versus quality use String Game: Teams
were given a 1sqm string, and a 0.5sqm elasticated string
and asked to ﬁt 5 members in the string. Most teams opted
for the 1sqm string (assuming it would automatically ﬁt, as it
appeared larger), only when they realized that the
elasticated string stretched easily, did they start opting for
this. Quality lesson: Quality is not only in the appearance of
the product, quality is also about whether a product can
perform the customer request correctly.
3. Quality Material Mummiﬁcation game: Two alternate
teams were asked to mummify each other, using toilet roll.
Unbeknownst to them, one roll was defective. When they
back to contents page

5
e - Quality Edge

bringing quality information to South Africans since 1996

•

No. 184 • December 2014

National Quality2Week
0 1 4

Gala Evening

ISO-Q Consul ng Quality Assurance Gala Evening.

Our second Annual Gala Evening took place with great an cipa on from the Quality Community on the 13
November 2014 during Interna onal Quality Week at the pres gious Wanderers Club in Illovo Johannesburg.
Our Key note speaker of the evening Lance Coleman ( 20 Years leadership experience from the United States)
mesmerized 120 delegates with his presenta on “ Des na on Quality”.
The delegates also enjoyed presenta ons by Master Builders Associa on - Zukiswa Mvoko, Door of Hope –
Marcelle Coertze, ISO-Q Consul ng and Department of Trade & Industry. The evening proved once again to be a
great success highligh ng ISO-Q Consul ng's commitment to Building Quality Organiza ons in South Africa.

back to contents page
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Directors must understand
Key Operational Issues - ISO 9001:2015
By Terrance M. Booysen (CGF Research Institute) and Francois Labuschagne (DQS South Africa)

As more organisa ons across the world are being placed under
the corporate governance spotlight, it is not surprising that more
ins tu onal stakeholders are demanding superior performance
from boards and their directors. The added pressure placed
upon directors requires that they also have a greater
understanding of key opera onal issues, and this includes
keeping abreast with interna onal opera ng standards. Quite
unlike a bygone era when organisa ons could get away with substandard prac ces, or when directors simply met once or twice a
year to casually discuss ma ers concerning their business; today
informed shareholders (including ac vists) scru nise the ac ons
and public records emana ng from this group of people who are
ul mately accountable for the organisa on. Most directors are
acutely aware -- and constantly reminded -- of their joint and
several liabili es which are a ached to their governance
func ons of direc ng an organisa on in which they are
appointed. And while they are direc ng, they are also expected
to protect all the interests of the organisa on which is becoming
far more diﬃcult in an increasingly complex world. Clearly to be
able to balance the act of direc ng an organisa on, as well as
mi ga ng risks for sustainable proﬁts, a director needs to
constantly pay close a en on to the aﬀairs of the organisa on in
its en rety.

directors also need to think about the manner in which their
organisa on complies with a range of interna onal standards
that underpin good governance prac ces. In so far as directors
believing that their func ons remain purely of a strategic nature,
ISO 9001:2015 may well shake this tradi onal thinking and
cause directors to also consider certain opera onal ma ers
which could have major risks upon their organisa ons,
par cularly when ma ers go awry.
ISO 9001 is an interna onal standard -- developed and
published by the Interna onal Organiza on for Standardiza on
('ISO') -- which sets out the requirements of a Quality
Management System ('QMS') for organisa ons. ISO 9001 is a
part of the ISO 9000 family, which is a series of standards that
address various aspects of quality management.

Interes ngly, ISO 9001 is the only standard in the ISO 9000
family to which an organisa on can obtain cer ﬁca on, and it is
the most successful standard for management systems in the
world. In brief, ISO 9001 facilitates the consistent produc on of
good quality products and services which in turn brings many
business and environmental beneﬁts, whilst also minimising
risks.
"To meet the Leadership requirements,
we'll have to show how our Quality Policy
and Objec ves are '…compa ble with the
strategic direc on…' of our organiza on.
For me, this addi onal requirement will
help us weave our management system
into the fabric of our organiza on.
It also heads us in the direc on of
making this a 'business management system’
rather than just a 'quality management system'.
This concept is supported by another new
requirement to make sure that the requirements
of ISO 9001:2015 are integrated '…into
the organiza on's business processes…' not just
the 'quality' processes."
Ar cle: ISO 9001:2015 - Clause 5 leadership
Author: Jim Moran

Whilst it is true that directors are mainly concerned about the
organisa on's strategy, its sustainability and future direc on;

It is important to note that ISO 9001 is the core standard that
most well-known standards are based on and this is certainly a
good reason for directors to keep abreast of this par cular
standard. Considering the full ambit and meaning of "quality",
...continue on page 8
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the ISO 9001 standard goes a long way in determining the
board's role in the compliance of all standards which deﬁne the
quality and professionalism which underpin the organisa on.
Whilst the last published version (ISO 9001: 2008) is currently
under revision, the Dra Interna onal Standard ('DIS') version of
ISO 9001: 2015 was released in 2014 and the ﬁnal Published
Standard is due in September 2015. What is notable about ISO
9001:2015 is that it dis nctly places accountability for the
organisa on's quality management eﬀec veness on the
shoulders of the board, whereas this was not the case with its
ISO 9001:2008 predecessor.
The changes made to ISO 9001 can mostly be a ributed to the
integra on of 'Annex SL'. Annex SL sets out the framework for a
generic management system and will provide iden cal
structure, text, common terms and deﬁni ons for all
Management System Standards that undergo revision in the
future.
Expectedly, there are a number of director and board du es with
regard to the QMS of an organisa on. In the event that directors
or the board do not fulﬁl these du es, the organisa on may ﬁnd
itself exposed in various ways with the inevitable possibility of
some form of internal and or external damages, not least
tarnishing the organisa on's brand or image. Indeed, other
forms of consequences could entail the organisa on not
receiving its cer ﬁca on, or worse, forfei ng their cer ﬁca on
with obvious market-related consequences. ISO 9001: 2015
(DIS) contains a number of enhanced leadership requirements
as compared to its predecessor, ISO 9001: 2008. In terms of
Sec on 5.1.1 of ISO 9001: 2015 (DIS), the board shall
demonstrate leadership and commitment with respect to the
QMS by, inter alia:
(i) taking accountability of the eﬀec veness of the
organisa on's QMS; and
(ii) ensuring that the quality policy and quality objec ves are
established for the QMS and are compa ble with the
strategic direc on and the context of the organisa on.

It is interes ng to note the level of seriousness this 'opera onal'
topic has drawn in recent mes which has not just been from the
manufacturing industries, but also the services and other
industry sectors. According to a recently published ISO Survey,
the number of cer ﬁed organisa ons has been steadily
increasing with circa 1,129,000 Quality Management Systems
cer ﬁcates having been issued as at the end of 2013 (up from
127,000 cer ﬁcates in 1995).
Directors preparing to obtain ISO cer ﬁca on, and those that
already have ISO 9001 cer ﬁca on, will clearly need to be
comfortable with this type of opera onal lingo in the
boardroom. Furthermore, they will need to understand their
roles and du es with regard to the quality management systems
of an organisa on if they are to be serious about "risk-based"
thinking. As boards of directors are expected to constantly ﬁnd
new ways of bringing addi onal value -- as a diﬀeren a ng and
compe ve strategy -- to its stakeholders, there's no doubt that
this new ISO standard will require the commitment and
involvement from a competent board and top management.
More informa on regarding DQS South Africa can be found at
www.dqs.co.za
More informa on regarding CGF can be found at www.cgf.co.za
For further informa on contact:
CGF Research Ins tute (Pty) Ltd
Terrance M. Booysen (Chief Execu ve Oﬃcer)
Tel: 011 476 82 64
Cell: 082 373 2249
E-mail: tbooysen@cgf.co.za
DQS South Africa (Pty) Ltd
Francois Labuschagne (Managing Director)
Tel: 011 787 0060
E-mail: francois.labuschagne@dqs.co.za

back to contents page
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Quality in Schools
a regular column by Dr Richard Hayward
As most of our readers are parents themselves, we have asked SAQI's
education editor Richard Hayward (rpdhayward@yahoo.com), a retired
headmaster and published author to give us some words of wisdom on how
to get quality principles instilled in young people.

Cheers and tears
by Dr Richard Hayward

It's that me of the year again. The exam results have just been
released or soon will be. Children up un l Grade 11 will have their
reports emailed to them or receive them at school. Matric students
have to wait un l early January for their results. For many children
it's a me of much cheering and happy celebra ons. Sadly, for
others it's a me of disappointment and even tears. They didn't
meet the promo on requirements and a Grade has to be repeated.
Every quality school aims for a 100% pass rate. Yet that doesn't
always happen. There are mes when a school advises a family that
their child needs to repeat the year. The reasons are varied.
Examples are: the child hasn't grasped huge areas of the work
covered in the year; the child is very young for the class and ﬁnds
social interac on very diﬃcult or simply that the child hasn't put in
the necessary study me.

universi es do not complete their degrees or diplomas.) It's
important to remember that we all fail at mes in our lives. As adults
we need to tell that to the disheartened and distressed child.
Although we all get knocked down, we need to pick ourselves up the
canvas. A failure shouldn't be a permanent knock-out blow.
How do we help a child deal with failure? Marc Falconer, a highly
regarded headmaster, believes that ﬁrstly it's important that the
person can 'ar culate their disappointment and express their pain.'
Simply stated, we need be an empathic listener to the child.
Once the emo onal pain has calmed down, it's me to understand
the reasons for the failure. Let the child oﬀer reasons. You could be
pleasantly surprised by their honest, accurate assessment of the
reasons. Gently guide the child as to what now needs to be done.
Goals are set. Dis nguish between the short-term and the ul mate
goals. So, for example, the ul mate goal of the child is to pass Maths
in the ﬁnal exam. Short-term goals would be to do all Maths daily
homework, revision for 45 minutes every day and pass the next
cycle test.

Whatever the reasons, the child van be overwhelmed with nega ve
thinking. The child internalises a belief that they are a total failure.
All their other ﬁne achievements in their young life seem to be
forgo en at this me of despair. Palmer and Cooper call this type of
thinking error, 'labelling'. Another type of nega ve thinking is
'personalisa on'. That's when a person takes on all the blame when
it's not really their fault. Recently, a child who failed Maths had three
teachers of the subject during the course of the year. There was also
a month when the child and his class had no Maths teacher at all.

Failure can be character-building. It teaches one to have the courage
to confront rather than to creep away from challenges; to put in the
hard work and to persevere. A person's sense of self-worth and
inner conﬁdence grows.

Then there's the 'blame' game. The child refuses to take personal
responsibility. Everyone else but him caused the failure. To achieve,
there's the need to put in the daily drudge (yes, that happens
some mes!), of being a focused listener in class and doing all the
assignment work. Hard work precedes any worthwhile success!

So, let's give three cheers to all the happy achievers with their exam
results. As for those who aren't successful, may we help them ﬁnd
the courage to persevere. They will win. Then it's our turn for us to
give them three cheers too and one cheer more for conquering
failure.

Unsa sfactory results can lead to depression and a sense of
worthlessness. Tragically, there are those children who because of
lack of family and school support, have taken their own lives.

Falconer, M 2014. Notes from a headmaster's desk. Johannesburg: Pan
Macmillan.

How o en don't people with the undoubted ability, quit with their
ﬁrst failure? (As an aside, 60% of students who enter South African

Neethling, K et al. 2014. Taking you beyond. Cape Town: Carpe Diem.
Palmer, S & Cooper, C 2012. How to deal with stress (2ⁿ edi on). London: Kogan
Page.

Richard Hayward does Professional Development programmes under the aegis of SAQI. Six of the programmes are
endorsed by the South African Council for Educators (SACE) and earn PD points. For more details, please go to
www.saqi.co.za or contact him on 011 888 3262 or rpdhayward@yahoo.com. Poor Schools are sponsored.
back to contents page
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SAQI Training Programme for 2015
All courses offered by the South African Quality Institute are presented in association with other course
providers and are available to all organisations including SMMEs and corporates. SAQI can assist with the
training of a company's workforce and all training packages can be run in-house at cheaper rates. A special 10%
discount applies to SAQI members. All prices include VAT. For more information or to register contact
Vanessa du Toit at (012) 349 5006 or vanessa@saqi.co.za
SAQI reserves the right to change details of the programme without prior notice. Click on the course code for a
synopsis or click here for all course synopsis in alphabetical order.
DOWNLOAD TRAINING REGISTRATION FORM

Code

Course

Days

Cost

Jan
28-30

Feb

Mar

B16

Internal Quality Auditing

3

R5,400.00

B20

Organisational QMS Lead Auditor

5

R11,500.00

9-13

B24

How to write procedures

2

R4,600.00

16-18

B34

Statistical Process Control

5

R11,500.00

16-20

B38

Development of QMS

5

R11,500.00

9-13

B41

Introduction to Quality Control

1

R2,750.00

24

B48

ISO 9001 Requirements Workshop

3

R5,500.00

B64

Introduction to Quality Techniques

3

R5,500.00

B65

SAQI Certificate in Quality

10

R21,340.00

B75

Intro to Lean

1

R2,750.00

B76

Lean for the Service Industry

4

R8,800.00

B74

Lean for Manufacturing

4

R8,800.00

B77

Advanced Product Quality Planning APQP

2

R4,600.00

3-4

B78

Rapid Kaizan Improvement

2

R4,600.00

5-6

B79

A3 Problem Solving

2

R4,600.00

Apr

May

Jun

21-23

9
20-22
10-12

25-27
25-29

22-26

19
7-10
3-6

30-31

Inhouse only
SAQI also offer the following courses on an inhouse basis for 10 or more delegates.
Please contact vanessa@saqi.co.za for a quote.
•
•
•
•
•
•
•
•
•
•

Control Chart And process Capabilities (B31)
Cost of Quality (B1)
Customer Care (B39)
Customer Satisfaction and Excellence (B58)
EMS Lead Auditor (B50)
Executive Report Writing (B57)
Exceptional Service (B32)
Health And Safety Lead Auditor (B52)
How To Write Procedures, Work Instructions And ISO 9000 Overview (B24)
Incident and Accident Investigation (B82)

•
•
•
•
•
•
•
•
•
•

Inventory and Warehouse Management (B86)
ISO 14000 Overview (B12)
ISO 9001:2008 Requirements Workshop (B48)
Integrated Management Requirements (B14)
Policy Deployment And Continual Improvement
Production Planning and Scheduling (B85)
Project Management Demystified (TD1)
SHEQ Internal Auditing (B49)
SHEQ System Development Programme (B51)
Supply Chain Management (B84)

For a list of IT specialised courses, please click here

back to contents page
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