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Construction Quality - Success Factors Part 2 – Management Involvement
By Jaco Roets

Last month we had a look at the ﬁrst of the seven cri cal factors
aﬀec ng Construc on Quality in the South African demographic. This
month, we will have a look at the eﬀect poor management, especially
Site Management has on project success.
I feel that I need to start oﬀ with a disclaimer. Please note that the
ar cles in this series are focussed on the concerns within the industry,
and in most cases will not highlight good prac ce in place at some sites /
ﬁrms. The purpose of this series is to open the reader's mind to the
factors that aﬀect Quality nega vely. I will at a later stage be wri ng an
ar cle on the successful improvement projects I have come across and
best prac ce proposals.
When we look at the South African Construc on Industry, we can easily
perceive a trend within the Management Structures of the various
companies, on various levels of the project ladder. We can see how the
management posi ons are leaning toward the employees with a vast
experience base in the construc on industry. We also see that quite a
number of these managers hold li le to no formal management
educa on, but have climbed the ranks based on their abili es to lead.
The aforemen oned is in no way a bad thing,
but unfortunately, as with any natural selec on
process, there are those who go through the
ranks, but do not have the a ributes to make
them an eﬀec ve leader, and without correct
training they remain dictatorial and rigid in
their approach to management, a prac ce that
has been documented to lead to ineﬀec ve
team performance.
So what does bad management look like in
construc on? We all know the buzz-words
related to good management prac ce, and
have seen the push interna onally to create
leaders instead of generals. However, very few
ar cles actually go deeper, iden fying the a ributes that make
management on construc on projects sub-standard.
Some of the primary indicators you may ﬁnd in a poorly managed
construc on site would be unsupervised work teams, late comple on
of jobs in rela on to the schedule, ineﬀec ve change management,
clients con nuously threatening to take legal ac on, or impose
contractual penal es, an ever increasing backlog, a lack of suppor ng
managerial resources and tendering without taking all the
requirements into account.
I do at this point feel I need to warn you to not summarily dismiss the
management team as incompetent based on the afore men oned, as in
certain instances some of these items may be evident due to external
factors out of the management team's control.
The a ributes men oned are the primary indicators of management
failure, and would serve as a red ﬂag that there is a serious problem

within the management of the project, be it internally or externally
originated.
But how does this aﬀect the quality of work, and what recourse should
be taken? Should employees knowingly sit back and watch the ship
head for disaster? Should senior management intervene and remove
management resources blindly, or perhaps scrap the project en rely
once these ﬂaws are iden ﬁed?
The ques ons posed above seem fairly easy to answer, if we look at the
problem narrow-mindedly, but in essence, these ques ons become a
labyrinth of pi alls which could have a devasta ng eﬀect on the bo om
line of the company involved, and needs careful inves ga on and
proper research to determine the root cause.
Let's delve into some of the root causes for a minute.
In the construc on industry there is a big push for the correct
implementa on of Processes, Procedures and Prac ces that align with
the strategic outlook of the company concerned, but how o en are
management staﬀ members taken through
these procedures to ensure they actually know
what the strategic objec ves of the ﬁrm is? Is it
not general prac ce for any level employee to
be issued with a list of documents that he/she
needs to read through on a server somewhere
when he/she has the me?
This is where our ﬁrst root cause shows its
ex i ste n c e , i n t h e fo r m o f u n re a l i s c
assump ons. This normally occurs as a result of
employees (on all levels) being issued with
contract speciﬁca ons, which are le to gather
dust on a shelf, rather than scru nised to
determine the client requirements, and to
iden fy items where the client's expecta ons
may not be achievable, leading to works being rejected by the client at a
later stage, or legal ac on being taken by the client to get some of the
contract value.
This is a very easily preventable item, which with proper management
could be prevented in totality, but as a result of pressure to get the job
started, and in some cases sheer ignorance, these speciﬁca ons and
requirements are le by the way side. Do yourself a favour, and take a
segment of the SANS or Client speciﬁca ons applicable to a sec on that
a Foreman or even Site Engineer is responsible for and test the
knowledge base, I assure you that you will be le in u er shock.
Again, this is not in all instances the case, as some ﬁrms have control on
the review of speciﬁca ons, and some managers do take the me to
ensure that everyone knows the objec ves of the company and the
project.
The next root cause of poor management is the failure to manage risk.

...continue on page 3
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Risk is o en perceived as something that has squarely to do with the
Safety Department, and risk assessments in general, are focussed only
on the Health, Safety and Environmental (HSE) factors that impact the
project, largely because the protec on of life has been at the forefront
of all companies' focus. An admirable move indeed. Unfortunately it has
an extremely nega ve impact on the iden ﬁca on of risks to
commercial, quality, human resource management, opera onal
control, schedule and scope related processes.

These snag lists in many instances stretch the project dura on far over
the intended project comple on date, or in some instances the client is
“forced” to accept a sub-standard structure, as the amount of rework
required would hamper the opera onal needs of the client.
The la er is very dangerous to the reputa on and the con nuity of any
ﬁrm, as a client that is not sa sﬁed with the work provided will think
twice before u lising the same contractor to perform work for him / her
again. This rela onship counts for sub-contractors to principle
contractors as well, even though there are some instances where
principal contractors choose to look the other way due to cost
implica ons. A sin on its own.
I can con nue analysing the root causes of management failure, and the
eﬀect on quality for quite a while, but I believe that I have brought the
point across suﬃciently. Poor management will have a direct impact on
the quality of work provided on the job site, and a las ng eﬀect on the
host ﬁrm.
I close this ar cle oﬀ, again with a quote for thought, “No great manager
or leader ever fell from heaven, it is learned, not inherited” Tom Northup
(CEO, Leadership Management Group)
About the Author:

When last did a manager call a team mee ng to discuss the commercial
impact a skew column could have on the project, or the impact it will
have on scope, me, quality, reputa on? It has been le to assump on
in most cases, with employees not knowing what impact their day-today ac ons have on the overall performance of the project and the
company, especially if poor quality work is provided.
That brings me to the next item; a lack of proper planning. This has
always been an interes ng one to me, as the vast majority of sites
require a project plan to be submi ed and updated to track the project
progress, yet in many instances that program is never known at ground
level.
I do agree that there is certain informa on that employees do not need
to see, and that there might be added 'fat' in a program to buﬀer
setbacks occurred.
What I do not understand is why we are developing a plan, and not fully
u lising it, as work teams con nue with their work as they see ﬁt, not
honouring the planned schedule dates. In some instances the
employees would not even know what the milestone dates are that
they should be achieving to stay on schedule. How can we then expect
our employees to have focus, when we won't show them the target they
are aiming for?
This invariably leads to rush jobs being done, as a crew suddenly gets
instruc on from their line manager that a certain item needs to be done
by a certain date. This is where a large majority of defects originate.
Employees are so focussed on ge ng the job done in the speciﬁed me,
that they do not adhere to the requirements, resul ng in rework once
the job has been “completed”.

Jaco Roets is employed as Quality Manager for the Building Business
Unit of Aveng Grinaker-LTA.
He holds a Master of Science (MSc) in Project Management from the
University of Liverpool, UK, as well as several quality related
qualiﬁca ons, and trade related qualiﬁca ons.
He has a passion for quality management and the promo on of
construc on quality.
The author can be contacted at:
jacobus.roets@grinaker-lta.co.za (Professional discussions only)
jacojroets@gmail.com (Non-professional discussions and / or personal
ques ons)

Which brings me to the last root cause I will discuss in this ar cle, the
inability to diﬀeren ate between a completed ac vity and a ﬁnished
ac vity.
A lot of managers make the mistake of pushing produc on to achieve
progress targets, and even exceed these targets, without ensuring that
teams are actually ﬁnishing the work oﬀ and complying with the
requirements, resul ng in snag lists of several pages being issued at the
end of the project or sec on, as a result of poor workmanship.

back to contents page
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A tribute to World Standards Day (Oct. 14 )
By Dr. Annabelle Palladas

Each year on October 14 , the members of the World Standards
Coopera on (WSC), along with many na onal standardiza on
organiza ons celebrate World Standards Day. WSC, consists of the
Interna onal Electrotechnical Commission (IEC), the Interna onal
Standardiza on Organiza on (ISO) and the Interna onal
Telecommunica on Union (ITU), which is the United Na ons
specialized agency for informa on and communica on
technologies.

This year, the WSD mo o is: “Standards build Trust”. According to
ANSI, (h ps://www.ansi.org/mee ngs_events/wsw16/wsd.aspx).

World Standards Day (WSD) pays tribute to the thousands of men
and women all over the world who develop voluntary standards for
the advancement and welfare of socie es. It also provides the
perfect opportunity to reﬂect on the beneﬁts that standards bring
to every aspect of our everyday lives, from our existence and wellbeing, to the smooth running of public aﬀairs.
WSD was ini ally launched in 1970, and is now recognized and
celebrated by na ons around the globe. U.S. ac vi es are organized
annually by a planning commi ee consis ng of representa ves
from the standards and conformity assessment community. ASTM
(American Society for Tes ng and Materials) Interna onal serves as
the event's 2016 administra ng organiza on. The event is cochaired each year by the American Na onal Standards Ins tute
(ANSI) and the Na onal Ins tute of Standards and Technology
(NIST).
ISO WSD 2016 Poster

According to ISO, “standards connect us with reliable modes of
communica on, codes of prac ce and trusted frameworks for
coopera on. Introducing common interpreta ons on reciprocal
sides of a communica on or transac on, standards are essen al to
mutually beneﬁcial trade and resource eﬃcient interna onal
commerce. Social interac on relies on common respect for
fundamental sets of norms, concepts or meanings – interna onal
standards codify these norms to ensure that they are accessible to
all. A product or service conforming to an interna onal standard is
imbued with a trusted symbol of quality, safety or compa bility.
Standards speak to the diversity of our interconnected world,
introducing uniformity at the interfaces where we need to be
certain that we are speaking on the same terms”.
Imagine a world without standards and standardiza on – it would
be a nightmare, if not total chaos. Everything from tech gadgets and
the products we rely on in our oﬃces and homes, to services that
fuel the global economy and ensure health and safety, relies upon
standards and conformance to ensure safety, dependability and
interoperability. A product or service conforming to an interna onal
standard represents a trusted symbol of quality, safety, and
compa bility. Most of all, standards (developed through a process
that is balanced, open, and transparent) help engender trust among
the people, businesses, and governments that have placed their
conﬁdence in the standardiza on process.

U.S. WSD 2016 Celebra on Poster by ANSI
This theme was chosen due to the fact that “reliability and trust are
fundamental components of any process, business, or service.
Behind the scenes, standards and conformity assessment ensure
this reliability and trust. In short, standards make everyday life
work”.

...continue on page 5
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Compiled below is a panorama of the mo os and posters, created and diﬀused by WSC, in celebra on of World Standards Day, during the past 4
years.

2015 – “Standards - the world's common language”

2013 – “Interna onal standards ensure posi ve change”

2014 – “Standards level the playing ﬁeld”

2012 – “Less waste, be er results - Standards increase eﬃciency”

Dr. Annabelle Palladas - CQA
Member of the ASQ Quality Management Division Organiza onal Excellence Technical Commi ee, represen ng Europe
e-mail: pallada@otenet.gr
gr.linkedin.com/in/annabellepalladas
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The Importance of a well-designed QMS
By Bill Coetzee

Sta s cs give us diﬀerent views of construc on health and safety
culture.
Some indicators of the state of safety in industry could be lopsided.
For example, in January of 2015, Minister Ngoako Ramathlodi noted
that mining fatali es were the lowest ever at 84 per year, down from
615 in 1994. However a dip in produc on and employment is
diﬃcult to factor into data of low frequency events.
In July last year, the Department of Labour announced that
construc on health and safety compliance was less than 50%, not
surprising to the public who read in the news about collapsing malls,
houses, bridges, and a restaurant roof on a bridge on the N1
highway.
Something must be seriously wrong when one sector performs
apparently be er, and another apparently worse. Much has been
said about the need for a culture change in construc on
(Construc on Charter, Safebuild, Buildsafe, NMMU studies, CIDB
studies, SACPCMP skills policies), but the likes of the DMR mining
pilot projects are few and far between.
When will construc on health and safety culture, and sta s cs, and
public opinion, take a turn for the be er?
Construc on sta s cs apples and pears
Perhaps one of the answers lie in the system of repor ng and
processing of incidents and accidents in the construc on sector.
According to a report by the Construc on Industry Development
Board (C ID B), the Department of Labour (DOL) collects
construc on health and safety sta s cs from the provinces.
The DOL collates the informa on and publish it according to a set of
parameters. However The CIDB had found it signiﬁcantly diﬃcult to
access and compare some of these construc on health and safety
sta s cs, due to diﬀerences in collec on and interpreta on. For
example:
• The most recent publicly available H&S sta s cs from the
Compensa on Commissioner are for 1999.
• The statutory construc on insurer F E M A , and the
Compensa on Commissioner, include construc on related
motor vehicle accidents in their sta s cs (which can be
extracted).
• DoL sta s cs are not included by the insurers, since they are
reported to the Police Service (SAPS).
• DoL H&S sta s cs are collated from provinces, but instances of
gross under-repor ng are suspected.

Calibra ng construc on health and safety tools
With the lack of historical informa on, and diﬀerent formats, and
some under-repor ng, how should the state, and industry, iden fy
and ﬁx the problems?
Perhaps by simply focussing on the present, and the quality of the
management of the ream of legal and corporate requirements, and
on what leading indicators may reveal about the future.
Perhaps we should regularly revisit the basics, and ﬁne-tune our
management systems to ensure the quality of incident repor ng,
targeted interven ons, and a true, contemporary picture of the
state of health and safety.
Perhaps become dissa sﬁed with the general current culture, and
set examples of a new construc on health and safety culture.
Business need not do all of this alone, The DoL and organised labour
were instrumental in be er performance in the mining sector, even
with limited resources.
Construc on business (including clients), the state, and labour, will
have to ﬁnd more eﬀec ve measures to safeguard the lives of
construc on workers, and the public, and to reduce the impact of
major incidents on investment and jobs.
All the relevant professions, skills, legisla on, research, best
prac ce, and quality management, should take a close look at the
leading and lagging indicators of injuries and loss, including the
overall construc on health and safety culture.
Any industry could get caught in the trap of rising risk tolerance,
when incidents become accepted as inevitable, and part of the
budget.
Loss sta s cs always indicate addi onal, hidden, and 'collateral
damage' costs, that could spiral out of management control.
Without invoking the available formulas for calcula ng that cost, we
should simply accept that they are higher than the health, safety,
environment, and quality budget cuts that are part of the mul ple
causes of loss incidents.
This is a good example of how things can go wrong when the correct
systems are not in place. Systems alone would not ensure an
improved H&S sta s c, but it would certainly improve the managing
of H&S in the construc on sector which in turn would certainly have
a posi ve eﬀect on the Construc on sector H&S sta s cs
• Bill Coetzee is the Principal Consultant for Cygma Sheq Gauteng.
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“Design Model for an Organisation's Business Management System”
“How the Organisation operates and is managed”
By Peter Fraser

This ar cle a empts to explain the underlying principles of business
process management, and how they apply from the top level
development of a business strategy down to individual processes
and speciﬁc tasks.

at any level if the work to achieve them is managed across an
organiza on regardless of the func ons or levels of those carrying
out the work.
The key requirements are to establish and clarify:
a) what the organisa on exists to do (what goods and/or services
it aims to provide, to which customers, in which sectors and
geographical areas); The context of the organiza on
b) how it will achieve this (structure, organisa on, rela onships,
resources, ac vi es);
c) how it intends to grow and develop;
d) what policies and values it intends to follow;
e) what other factors may inﬂuence success.
The "process approach" (promoted, but not well explained, by
ISO9001:2015) means apprecia ng all the elements involved in
implemen ng and managing a process (“how work is done", "how
an objec ve is achieved").

Background
Our “Design Model for an Organisa on's Business Management
System” provides the basis for deﬁning and communica ng how an
Organisa on operates and is managed. It has been developed in
response to the widespread misunderstanding of business
processes and management systems design, due in part to the
wording and interpreta on of the ISO9000 series of standards. A
process is “how work gets done”, “how objec ves are met”, “how
you respond to a (trigger) event”. (See Glossary page 8)
The “Design Model” document and this Guidance have been
designed to assist any organisa on which seeks to describe how it is
managed and how it operates. Importantly, the principles apply just
as much to an individual task as to a speciﬁc process and “running
the Organisa on”. A single task exhibits the same characteris cs
which need to be recognised and managed. What you do to achieve
an objec ve, how you do it and the outcomes will all depend on a
range of factors which, at the very least, you need to be aware of.
You need to balance the immediate objec ve for the task with other
(possibly compe ng or contradictory) goals. Any ac on is likely to
trigger other ac ons and to have an impact on resources. “Making a
statement” shares very similar characteris cs to “recrui ng staﬀ”,
“running a business” and even “running a country”.
The provision of adequate resources, and the recogni on and
management of the (many) factors which can inﬂuence success, are
two other essen al elements in planning and managing ac vi es at
every level within the Organisa on.
The Process Approach (Managing by Process)
Business objec ves can be achieved more eﬀec vely and eﬃciently

Process Understanding
An organiza on which follows a “process approach” applies that
understanding so that its people:
a) are aware of the processes (and their inter-rela onship) that
deliver the organiza on's outputs, in which processes they
work and how their work contributes to the quality of these
outputs;
b) know the objec ves they have to achieve and the process(es)
that will enable them to achieve them;
c) have clear responsibility, authority and accountability for
achieving the objec ves;
d) know what resources, behaviours, informa on and
competences are required to achieve the objec ves.
Process Management
If it does it well, then its people also:
a) perform only those ac vi es that are necessary to achieve
these objec ves;
b) assess risks to success and put in place measures that
eliminate, reduce or control these risks;
c) know what measures will indicate whether the objec ves
have been achieved;
d) know whether a process is achieving its objec ves as
measured;
e) ﬁnd be er ways of achieving the process objec ves and of
improving process eﬃciency;
f) regularly conﬁrm that the process objec ves including the
measures and targets remain relevant to the needs of an
organiza on.

...continue on page 8
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Figure 1: An organiza on and its opera ng system
OPERATING ENVIRONMENT
Society

(Internal and External Factors)

Business Environment

Management Theory

Standards
Economic Trends

Natural Environment
Political Decisions

Social Trends

Legislation

Customers
End users

Outcome
Any result of (an instance of) a process or task, including, but not
limited to, the intended Output, and in some cases required by
higher level objec ve(s).
Note could include (eg) environmental impact, learning, enhanced or
damaged reputa on.

Output (from a process)

An ORGANISATION
and its MANAGEMENT
SYSTEM
Company Culture

Available Resources

Impact of Past Performance

Personal Agendas

Competitor Activity
Suppliers
Risks
Shareholders

People (in the Organisa on)

Policies
Corporate Plans

Values

The “deliverable(s)” generated by the ac ons that cons tute the
process, and in many cases deﬁned by its objec ve(s).

Staff

Management, other Staﬀ and Contractors as appropriate.
Policy
The inten ons and principles which provide a framework and
guidance for what the Organisa on wants to achieve and how it will
operate (o en speciﬁc to a par cular aspect of its existence and
opera ons).

Figure 2: Key elements
INFLUENCES
“What affects how we deliver”

Process
KEY ELEMENTS

OUTCOMES

“What needs to be managed”

PURPOSE
(Objectives)

PROCESSES

OUTPUTS

“How we make it happen”

“What we are trying to
do (and why)”

A set of related ac ons triggered by an event and intended to
achieve an objec ve.

“What we produce”

“The impact of what
(and how) we deliver”

RESOURCES
“What we need to enable us to deliver”

Glossary
Many of these terms are deﬁned, interpreted and used in a variety
of (some mes illogical and contradictory) ways. The following
deﬁni ons are designed to be relevant for and applicable to all types
of organisa on, which is not always achieved by interna onal
standards such as ISO9001.
Customer
An organisa on or person that receives a product from the
Organisa on.
(Business) Management System (strictly speaking, a “Management and
Opera onal System”)

The structure processes and resources needed to establish the
Organisa on's policies and objec ves and to achieve those
objec ves.
Note a “System” is more than the sum of its parts. The interac ons
amongst the parts are part of the system, and a system has a ributes
which do not belong to individual parts.

Management System Descrip on
A (printed or electronic) descrip on of the Organisa on's (Business)
Management System.
Note a “Management System Descrip on” is not a “Management
System”.

Note 1 The “trigger” event can be an ac on / a thought / a decision / a
diary date - so a process can be reac ve (responsive) or proac ve.
Note 2 It normally uses resources and is subject to inﬂuences.
Note 3 There are perhaps ﬁve general types of business process:
· Mechanis c (as in a produc on line) – where you want to minimise
varia on in a physical sequence of tasks
· Transac onal (in response to a generic event such as receiving a
customer enquiry) – where there is a known set of tasks to be
completed but you need to be responsive to the par cular
circumstances of each instance of the process
· Developmental (where you choose to ini ate ac on to create an
outcome which is diﬀerent / be er than the last me you did it, such
as business planning) – where you must do certain tasks, but the
sequence may not be relevant
· Reac ve (as in trea ng a casualty in A&E) – where you know your
objec ve, but may not know the tasks or their sequence in advance
· Ongoing (as in implemen ng a policy or monitoring progress) –
where the process aﬀects other processes as they are implemented
on an ongoing basis.
They range from the most rigorously deﬁned and controlled on the one
hand to those subject to the greatest individual interpreta on and
choice.
Their objec ves can be to minimise varia on (and increase proﬁt,
minimise cost) at one extreme through sa sfying variable customer
demand, “adding value” and making a posi ve contribu on to society,
to dealing with a unique situa on where change is essen al.

Process Management
The planning, direc on, resourcing and control of process
performance.
Note: this requires management (and therefore an understanding) of
the key elements of a process (see above).

Process Owner
An individual or role accountable for the successful performance of
a process.

...continue on page 9
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Figure 4: Key Elements

Product
Goods or services provided by the Organisa on and intended for
another organisa on or person for a considera on.

INFLUENCES
“What affects how we deliver”

Note: a product is an “output” of the Organisa on, and processes are
“the means by which the output is created”.
KEY ELEMENTS

Quality Management System

OUTCOMES

“What needs to be managed”

PURPOSE

Those aspects of an Organisa on's management system which
impact on the Organisa on's capability to deliver outputs that
produce sa sﬁed stakeholders.
(if we include stakeholders rather than “mere” customers).

PROCESSES
“How we make it happen”

(Objectives)
“What we are trying to
do (and why)”

OUTPUTS
“What we produce”

“The impact of what
(and how) we deliver”

RESOURCES

Note: there may be an advantage in avoiding the term “quality
<management system>” and thinking instead of the collec on of
elements required, such as “communica ng policies”, “ensuring
responsibili es are clear”, “alloca ng resources”, “measuring
performance”, “seeking improvements” – some or all of which may be
missing from some management systems.

“What we need to enable us to deliver”

Figure 5: Interac ng processes
PROCESSES
(Interactions and inter-relationships may be complex)

Service
A process performed for or on behalf of a customer that does not
necessarily involve the transfer of goods or of ownership.
Stakeholder
An organisa on, group or person which has a beneﬁcial interest in
the successful performance of the Organisa on.
Task

“What we do to deliver”

A discrete ac vity or piece of work. The smallest essen al part of a
job.

OPERATING ENVIRONMENT

What needs to be managed?

INFLUENCES

These principles apply at all levels: at the strategic and opera onal
levels in “running the organisa on”, at the level of an individual
process and of a single task within a process. The following ﬁgures
indicate the various rela onships.
Figure 3: An organiza on and its management system
(Internal and External Factors)

Business Environment

Social Trends

“What we do to deliver”

OUTPUTS
“What we deliver”

Customers
End users

and its MANAGEMENT
SYSTEM

Available Resources

Impact of Past Performance
Competitor Activity

Suppliers

(and how) we deliver”

RESOURCES

An ORGANISATION

Values

PROCESSES

PLANS

Economic Trends

Legislation

Personal Agendas

OUTCOMES
…AND MANAGE

Standards

Natural Environment

Company Culture

“What we aim to deliver”)

“The impact of what

Management Theory

Political Decisions

“What affects how we deliver”

(including OBJECTIVES

“What we aim to
deliver”

OPERATING ENVIRONMENT
Society

Figure 6: What we need to manage

Policies
Corporate Plans

“What we need to enable us to deliver”

Conclusion
The "process approach" means apprecia ng all the elements
involved in implemen ng and managing a process. I hope I have
been able to explain how an organiza on should operate and be
managed in a less verbose manner than what ISO 9001:2015
standard is trying to put across.

Risks
Shareholders

Staff

Editor's note. This ar cle has been reduced from its original form for
brevity. The full ar cle may be obtained from the author detailed
below.
Peter K Fraser is a Director at Mandos So ware (UK)
T: +44 (0)1224 325 230
M: +44 (0)7968 124 150
www.mandosso ware.com
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National Quality Week Reminder
SAQI's current Mission is indicated below.
• SAQI will play a leading role in establishing and sustaining a Na onal Quality Infrastructure that
enhances the compe veness of the South African economy.
• Create a Na onal awareness of Quality to help improve the Quality of life of all South Africans
• Unify the Quality profession into a Body of Knowledge that is recognised as the na onal benchmark
of Quality in all ﬁelds of human endeavour;
• Represen ng SA Quality abroad and help with the improvement of Africa's Quality Infrastructure.
In line with its mission we would reminder you of our theme for 2016 Na onal Quality Week to run from
the 7 to the 11 November as:-

Improving the Quality of Life © SAQI 2016
This theme and logo may not be used unless it is accompanied by the SAQI logo for members and copyright is acknowledged.

When SAQI member organiza ons sign their pledge to quality as a mandatory requirement to join SAQI
they commit, as part of their approach to Quality, to improving the quality of life. The SAQI cer ﬁcate
says:- “We strive to improve the quality of life in the workplace, in our own families, socie es in general
and especially in the communi es we serve.”
This year's SAQI Na onal Quality Week theme will focus on doing just that. So we call on all our
members and associates to make a special eﬀort to support this year's program.
SAQI will be happy to publish the plans and any events that our members will put together to celebrate
our Na onal Quality Week ac vi es. We look forward to hearing from you all.
Send your NQW details to vanessa@saqi.co.za
back to contents page
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Lifestyle Audits Curb Errant Behaviour
By Terrance M. Booysen and reviewed by Megan Grindell (Director: Carter DGF Risk Management)

In today's heightened mes of public scru ny and calls for ethical
leaders, it's not surprising that many concerned ci zens have
become far more demanding for good governance and
transparency. Social media has been a major contributor to this call,
such that a person's privacy -- including ma ers such as their social
pleasures and behaviour -- are broadcasted in seconds to almost any
corner of the world. For example, if a work colleague is an avid user
of Facebook or Twi er, it's not too diﬃcult ﬁnding out what that
person's likes and dislikes are, what gyms or sport clubs they a end
and how o en, right down to discovering their dream car or
accommoda on.

Of course there could be a plausible reason that an employee's
income is unaligned to their new-found assets. But it is rare that
these vast diﬀerences between income and assets are legi mately
supported by a passing rela ve who le their massive fortunes to a
remaining family member or friend. Besides the obvious ques ons
that will be asked regarding the manner in which an individual
acquired their unusual mismatched wealth of assets and lifestyle;
the government authori es will most certainly be triggered into
ac on to determine whether or not the individual acquired their
assets on a legi mate basis, including the associated taxes that
should have been paid on the individual's earnings in such a
posi on.

Many people have become habituated to sharing their and other
individual's personal details, and the informa on they openly
disclose on public networks and other environments may become
their greatest downfall. Besides the internet security risks amongst
others, they may also have inadvertently alerted a number of
par es, including the tax authori es of their lifestyle which may be
at odds with the manner in which they ini ally led them to believe.
So, in a workplace environment for example, if a colleague is on a
low paygrade and there is no reasonable explana on regarding their
sudden (or gradual) no ceable wealth, then this 'new status' could
trigger a number of ques ons from envious co-workers, and
possibly even the receiver of revenue and similar regulatory bodies.

"Lifestyle audits are an excellent barometer of the
extent of the fraud risk within an organisa on, and that
companies should make use of this proac ve an -fraud
mechanism to protect themselves before they
fall vic m to fraud and, in some instances,
to iden fy fraud which is happening right under their nose!" Powell (2011:4)
Source: The best prac ces applied

Whilst a lifestyle audit is typically ini ated by an oﬃcial from the
government's revenue or tax departments, there are also legi mate
reasons for an organisa on to ques on their employee regarding a
mismatch of their earnings as compared to the employee's lifestyle.
Expectedly, an organisa on should be concerned if say a low
paygrade employee were to be arriving at work every day in a
Lamborghini, and they were fully ki ed with a R35,000 Kiton suit
and Panerai watch. Indeed the extravagance depicted in this
example may be a lot more subtle, such where the employee may
not have wanted to a ract unnecessary a en on and they may
then have quietly disbursed their illicit gains amongst their related
beneﬁciaries.

In rela on to conduc ng a lifestyle audit; it is o en used as a tool by
government authori es to inves gate claims and or suspicion of
individuals who are evading their tax obliga ons. Quite diﬀerent to
tax avoidance, evading the payment of personal taxes is o en
categorised as a form of white-collar crime and employers have a
responsibility to alert the authori es if they reasonably suspect this
type of behaviour from their employees.
Whilst an employer does not have the legal grounds to conduct a
lifestyle audit on their employees in the same fashion as the
government authori es, it may be prudent to understand the
mechanisms that will spark such an inves ga on. Given a
government's authority and extended legal reach, such an
inves ga on is completely within their jurisdic on and powers. This
having been said, increasingly tax and regulatory authori es across
the world are uni ng their eﬀorts in order to apprehend individuals
who evade their personal tax obliga ons.
In respect of employers making use of a lifestyle audit; employers do
have the means -- whilst following proper procedures -- to make use
of a lifestyle audit as a proac ve way to determine the manner in

...continue on page 12
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which an employee's lifestyle diﬀers as compared to their ﬁnancial
means. This is even more so if a prima facie case has been
established and where the organisa on has suﬀered a loss as a
result of an implicated employee and their errant ac ons.
Indeed such an inves ga on, undertaken by the employer, will
generally require the consent of their employee being inves gated.
Obviously, with or without the employee's consent, a lot of
informa on will in all likelihood already be in the public domain for
the employer to collect. Notwithstanding, it is impera ve that the
privacy rights of the employee -- or for that ma er any person
subject to a lifestyle audit -- are observed and protected.
Tax evasion as a white-collar crime is cos ng governments billions
each year as perpetrators inﬂate their annual deduc ble personal
expenses whilst not declaring all their income sources.
Misrepresenta on of this nature, such where the individual
inten onally behaves in a manner to deceive the authori es and
evade the payment of their personal taxes, falls within the category
of occupa onal fraud and it is growing at an alarming rate.
Whilst tax evasion may not necessarily fall within the scope of the
2016 Report to the Na ons on Occupa onal Fraud and Abuse
('Report') -- which has been produced annually since 1996 by the
Associa on of Cer ﬁed Fraud Examiners ('ACFE') -- the point is
made that occupa onal fraud is a growing interna onal threat and
trying to prevent and detect it, remains a formidable task. Whilst
organisa ons surveyed in the ACFE Report es mate annual losses
of 5% revenue due to general fraud, the fact that perpetrators go to
great lengths to conceal their fraudulent ac vi es, makes it nearly
impossible to determine the actual losses associated with
individuals under-repor ng their income and assets. This being the
case, the ACFE Report conﬁrmed that the more senior an individual
is within an organisa on and who have fraudulent tendencies, the
greater the size of the fraud.

why there aren't more lifestyle audits being conducted and bringing
the perpetrators to book.
For further informa on contact:
CGF Research Ins tute (Pty) Ltd
Terry Booysen (Chief Execu ve Oﬃcer)
Tel: 011 476 8264 / Cell: 082 373 2249
E-mail: tbooysen@cgf.co.za
Web: www.cgf.co.za
Carter DGF Risk Management (Pty) Ltd
Megan Grindell (Director)
Tel: +27 (0) 82 339 0745
E-mail: megan.grindell@dgf.co.za
About CGF Research Ins tute (Pty) Ltd: Services
As an Exempt Micro Enterprise (EME), CGF is a Level 4 B-BBEE, Proudly South
African complaint company that specialises in conduc ng desktop research on
Governance, Risk and Compliance (GRC) related topics, amongst other related
company secretariat, regulatory and compliance consul ng services.
The company has developed numerous products that cover GRC reports
designed to create a high-level awareness and understanding of issues impac ng
a CEO through to all employees of the organisa on.
Through CGF's Lead Independent Consultants, our capabili es include the
aggrega on of local and interna onal best of breed governance repor ng
services and extend to;
• strategic management consul ng, business re-structuring, execu ve
placements, execu ve coaching, board assessments and evalua on, outsourced company secretarial func ons, facilita on of Corporate
Governance Awareness workshops, IT governance through to Enterprise
Risk Management (ERM) consul ng.
All CGF's services cater for large corporates, small and medium sized businesses
and state owned organisa ons. To ﬁnd out more about CGF, its Lead
Independent Consultants and Patrons access www.cgf.co.za or www.corporategovernance.co.za
About Megan Grindell

Interes ngly, the biggest behavioural 'red ﬂag' to occupa onal
fraud, was found to be individuals who are living beyond their
means, and this was followed by other warning signs such as
individuals experiencing ﬁnancial diﬃcul es or those with excessive
control issues amongst other factors. Although it may be
debateable as to whether or not an organisa on will accept that tax
evasion on the part of their employees is an occupa onal fraud
warran ng their inves ga on or a en on, an incongruent lifestyle
on the part of an employee could be an indica on of a poten al
fraud from within the organisa on. But in addi on, it could also
form part of a reportable irregularity whereby the organisa on has
a duty to report such notable lifestyle diﬀerences to the government
and regulatory authori es.

Megan Grindell is a specialist in the areas of fraud and ethics risk management,
corporate governance and labour rela ons. She has in excess of 20 years
business experience in both large mul na onals and consul ng organisa ons.
Megan is a Cer ﬁed Ethics Oﬃcer and a Cer ﬁed Fraud Examiner, and holds
qualiﬁca ons in the HR ﬁeld, labour law and business analysis. She is a seasoned
trainer and research prac oner. She has presented on various fraud, labour
rela ons and ethics topics at a number of industry forums. Megan has worked
extensively in 12 countries: across Sub- Saharan Africa, Middle East and Indian
Ocean. Her ability to work across various jurisdic ons and cultures has ensured
her ability to develop and maintain astute and adap ve ethics, governance,
labour rela ons and inves ga ve policies and methodologies.

If an organisa on opera ng in South Africa fails to report on such
incongruence a ached to an employee, this may well oﬀset some
form of vicarious liability as set out in legisla on such as the Public
Finance Management Act'99, the Municipal Finance Management
Act'03, the Preven on of Organised Crime Act'98, the Preven on
and Comba ng of Corrupt Ac vi es Act'04 and the Financial
Intelligence Centre Act'01 (irrespec ve of whether or not the
organisa on has suﬀered a loss).
Given the many South African public personali es who have been
implicated in rather dubious ﬁnancial gains in recent mes and
which have been splashed over the media headlines, one wonders

back to contents page
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Quality in Schools
Many of our readers are parents themselves or interact often with children.
We have asked our education editor, a retired headmaster, to share thoughts
on how to get Quality principles and practices instilled in young people.

Improving a child's quality of life
Richard Hayward

What does every caring parent or teacher wish most for a child?
Many would answer that the wish is for the child to be happy. A
happy child enjoys life and brings joy into the lives of others.
Usually such a child has been given a head-start for their whole
life. What can we do to make that happen?
Happy children have been given a gift whatever their home
backgrounds. That gift is a set of values which have been
instilled into them from family members, parents, teachers and
others. Those folk have – consciously or unconsciously –
helped the children to achieve and enjoy life. Values are the keys
to opening doors to quality lives.
What values are the most important ones to be taught to
children? TIME magazine (18 September 2014) published the
answer to that question which was asked of 3000 parents
across the United States. In descending order, they identified
these values:
POLL RESULTS: VALUES PARENTS WANT TO TEACH CHILDREN
1.) Responsibility
2.) Work hard
3.) Helping others
4.) Good manners
5.) Independence
6.) Creativity
7.) Empathy for others
8.) Tolerance
9.) Persistence
10.) Curiosity
11.) Obedience
12.) Religious faith
Whatever the educational and socio-economic background of
the parents, 1 (Responsibility) and 2 (Work hard) topped the list.
Depending on the parents' backgrounds, the position of the
other values varied. So, for example, “Religious faith” might have
been a high priority for certain parents. “Curiosity” was often a
high-ranked value for a number of parents who had studied at a
tertiary institution.

personal responsibility. That young person's life could be
damaged through drugging or binge drinking. Another form of
pressure is giving in to consumer culture demands. Advertisers
hone in the need for people to be part of the ''in-crowd”.
Next time you see on TV or in a newspaper an advertisement for
a mobile or restaurant, note the subtle selling that is directed at
the young. There's the bright-eyed girl skilfully playing games
on the latest model cell phone or the little boy gulping down a
cream-topped strawberry milkshake. The girl and the boy might
not have the money but mom and dad do. If the parent's
resistance breaks down to the whining child's request, a valued
lesson has been lost.
How can we instil values in children? Walk the talk. Be the role
model. If we want the child to be well-mannered, let him hear
your oft-repeated friendly, “Please” and “Thank yous” to the
garage attendant and the waitress. Secondly, be consistent. If
the car has to be washed before the pocket money is doled out,
stick to that agreement.
Nobody is able to live perfectly to a set of values. That's where
the third aspect of instilling values is used. Be human and
accept mistakes. No verbal put-downs or shouting should be
allowed. Ease up and avoid being eagle-eyed about correct
behaviour. Chill-out. Empathise over slip-ups and as the old
song goes, ask the question: “Where did we go wrong?” Help the
child to get back on track down the value road.
The SAQI 2016 theme of “Improving the Quality of Life” is
celebrated for five days in November. Yet the theme is of lifelong
importance. If children can be guided today to live according to
sound values, their future quality of life will be a happy one.
Free downloads of Richard Hayward's quarterly
newsletter, Quality Education News, are available. Go to
either www.saqi.co.za (click on Quality Education) or
www.MySchool.co.za (click on Beneficiaries).

However, you might have values that you think are just as
important as the above poll results or even more so. That's fine.
There's no such thing as the absolute or definitive list of values.
Other values could be compassion, forgiveness, generosity,
gratitude and love. Every family and every society will have its
preferences. In South Africa, the value of “Ubuntu” is a highly
regarded one but does not feature in the Americas and Western
Europe.
A child with core values is helped to withstand peer pressures.
Think of the child who has no sense of independence and
back to contents page
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SAQI Training Programme for 2017
All courses oﬀered by the South African Quality Ins tute are presented in associa on with other course providers and are available to all organisa ons and individuals. 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 discount applies to SAQI members. For more informa on or to register contact Vanessa du Toit at (012) 349 5006 or vanessa@saqi.co.za
1.
2.
3.
4.
5.

Each course listed on the training schedule can be completed individually or form part of the overall three levels of cer ﬁca on.
SAQI reserves the right to change details of the programme without prior no ce. Click on the course code for a synopsis or click here for all course synopsis.
The courses listed below form part of a speciﬁc Cer ﬁcate and all modules should be successfully completed to qualify for the Cer ﬁcate.
Delegates are advised to start on Level 2 before moving on to Level 3.
All courses completed previously will receive credit when proof of successful comple on is received.

Days

Cost

SAQI Cer ﬁcate in Quality Control*

10

R 18,874

B41

Introduc on to Quality Control

2

R 4,277

6-7

22-23

24-25

18-19 16-17

B90

Introduc on to Sta s cal Techniques

3

R 5,160

8-10

24-26

26-28

20-22 18-20

B91

Introduc on to Sta s cal Process Control (SPC)

3

R 5,160

27-28

B79

A3 Problem Solving

2

R 4,277

SAQI Cer ﬁcate in Quality Assurance*

13

R 24,034

B48

ISO Requirements 9001:2015

3

R 5,160

27-29

4-6

B24

Procedure wri ng

2

R 4,277

30-31

7-8

B16

Internal Quality Audi ng

3

R 5,160

B92

Advanced Sta s cal Techniques

3

R 5,160

8-10

B77

Advanced Product Quality Planning (APQP)

2

R 4,277

11-12

L4

SAQI Cer ﬁcate in Quality Management*

15

R 31,706

B38

Development of a QMS

5

R 10,693

5-9

B01

Cost of Quality

2

R 4,277

29-30

B58

New SA Quality Excellence Model

2

R 4,277

Lean for Manufacturing/Service Industries

4

R 8,182

Policy Deployment (Hoshin Kanri)

2

R 4,277

Code
L2

L3

B74/B76

B93

Course

Jan

Feb

Mar

Apr

May

1-3

Jun

Jul

Aug

Sep

Oct

Nov

Dec

INHOUSE
Above and beyond the courses listed on the
le , we can also provide your company with
inhouse training on the following topics.

19-21

14-16

2-4

13-15

22-23

17-18

5-6

16-17

10-12

ALL PRICES
EXCLUDE VAT

27-29
30-1

§
§
§
§
§
§
§
§
§
§

Incident and Accident Inves ga on (B82)
Introduc on to ISO14001:2015
Introduc on to OHSAS 18001
Inventory and Warehouse Management (B86)
Lean Six Sigma Yellow Belt (YB)
Lean Six Sigma Black Belt (BB)
Produc on Planning and Scheduling (B85)
SHEQ Internal Audi ng (B49)
Supply Chain Management (B84)
IT Process Improvement courses

2-3

in
13-14
1-4
11-12

* Must successfully complete all modules listed to qualify for the cer ﬁcate.

WWW.SAQI.CO.ZA

back to contents page

For a list of other courses provided, please visit www.saqi.co.za
Inhouse courses provided to 10 or more delegates

DOWNLOAD TRAINING REGISTRATION FORM
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