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Welcome to our special
NQW November edition
This month's newsletter focuses on our National
Quality week campaign where we looked at “Paving
the way to Quality beyond standards”. We are pleased
to put into this edition an article by the renowned
author of the “ISO 9000 Handbook” and authority on
ISO 9001 David Hoyle. The article entitled “Exposing
uncertainty in ISO DIS 9001:2015” will be looking at
the proposed changes to this Standard. We will also
reflect on the World Standards Day that took place on
th
the 17 October that we mentioned last month and
give feedback from the Swaziland event to celebrate the day. The question
is asked; “Do standards level the playing field?”
Our SAQI members participated in a number of promotional events during
National Quality Week and we were able to support a number of them by
SAQI executive giving presentations. This month's edition will showcase
some of those events that took place. If you have not submitted your
feedback yet on your NQW celebrations you can still submit details that will
be posted in our December edition.
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

in
WWW.SAQI.CO.ZA

Quality:
helping South Africans live, learn and work better

Exposing uncertainty in
ISO DIS 9001:2015
By David Hoyle

When we read ISO 9001 we should not be in doubt as to what is required, but the latest dra of the forthcoming
2015 version induces uncertainty to the discerning reader, not only in the way certain requirements are expressed
but also in the way certain key terms are deﬁned. In this ar cle I am going in search of uncertainty with respect to
four key concepts, management system, resources, process and risk by presen ng evidence from the standard
itself and I'm pre y sure you'll be amazed at what I ﬁnd.
Management system
We probably have a good idea what a management system is;
the way we work or how the business is managed or it's how the
business func ons . But then there are others who will show you
a pile of documents when you ask them to show you their
management system. So let's look at what ISO say on the
subject. According to ISO 9000:2005 a management system is
deﬁned as a "system to establish policy and objec ves and to
achieve those objec ves" where a system is a "set of interrelated
or interac ng elements".

responsibili es, planning, opera on, policies, prac ces, rules,
beliefs, objec ves and processes are not elements of the system,
unless of course this is a dra ing error.
On the other hand in B.5 it states that "the quality management
system is composed of interrelated processes" and throughout
there are statements endorsing this view e.g. in 4.4 "quality
management system and its processes", and in 3.11 "quality
management system, including related processes". So are
processes an element of the QMS or simply an en ty established
by the QMS? There is certainly uncertainty whether a QMS is a
set of rules or an administra on system.
Donella Meadows wrote a great book about systems¹ in which
she tells us that a system is an interconnected set of elements
that is coherently organized in a way that achieves something.
She also tells us that the elements are the tangible and
intangible en es that make up a system and the
interconnec ons are the rela onships that hold the elements
together. But we also use the word system in other ways,
some mes to refer to something that is well organized, being
systema c or applying a set of rules and both uses of the word
are present in ISO DIS 9001?

In the proposed new edi on a management system is now
deﬁned as a "set of interrelated or interac ng elements of an
organiza on to establish policies and objec ves and processes
to achieve those objec ves". In the 2005 version, the
management system "achieves objec ves" but in the proposed
2015 version the management system "establishes processes to
achieve objec ves" which removes the implica on that a
management system that doesn't achieve the objec ves it
establishes is not a management system at all. But now all the
management system does is establish things and according to
Note 2 of the deﬁni on in clause 3.04, the things it establishes
are not part of the system - how crazy is that! In fact it looks as
though the elements of a management systems can only be
people because the organiza on's structure, roles and

If we put the deﬁni ons of system and management together we
get: "set of interrelated or interac ng elements to coordinate
ac vi es to direct and control an organiza on", which is a totally
diﬀerent deﬁni on to that given in 3.04.
In clause 5.1.1 we are required to "ensure the integra on of the
quality management system requirements into the
organiza on's business processes" implying perhaps that the
QMS is a set of requirements. If we view the organiza on and
how it operates as a system, and select those elements and
rela onships that serve the management of quality and refer to
this as a model of quality management, it could be used to
iden fy opportuni es for improvement. It is therefore not
inconceivable that I S O 9001 refers to establishing,
implemen ng, maintaining and con nually improving such a
model.
...continue on page 3
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So is a QMS
a) a set of rules?
b) a system for establishing a set of rules?
c) a system to direct and control an organiza on with
respect to quality?
d) a system for producing products and services?
e) all of the above
f) a collec on of those elements of an exis ng management
system that serve the management of quality
ISO 9001 recommends we adopt, design, deﬁne, plan,
implement and measure the level of maturity of it and apply
PDCA to it and integrate it with the requirements of other
management system standards (whatever that means). It
requires we determine its scope, establish, maintain, operate,
change, improve, audit and review it, conform to it, measure its
performance and its eﬀec veness and therefore it's vital we
know what a QMS is.

interac ng ac vi es which transforms inputs into outputs" and
that remains unchanged in the proposed 2015 version. So they
removed resources and added interac ng ac vi es but they
didn't tell us why.
The other issue about deﬁni ons is that anything that does not
match the deﬁni on cannot be the en ty being deﬁned.
Therefore only if inputs are transformed into outputs is an en ty
a process. This implies that design is not a process because the
inputs exist in their original form a er the design is complete and
can be used again - hence they are not transformed. Resources
are used by a process rather than being inputs to a process or as
the 1987 deﬁni on suggests, part of a process. Many
manufacturing work processes transform inputs whereas most
work processes in the service sector only use inputs and don't
transform them so isn't it about me the deﬁni on changed?

Resources
In clause 4.4 we are told to determine the resources needed
.....for the processes needed for the QMS and from the above,
we will also see that the resources we iden fy will depend on
what we think a QMS is. If we think a QMS is a system for
establishing a set of rules, the resources we iden fy will be those
for producing and maintaining the set of rules. But if a QMS is a
system for producing products and services it's fair to assume
that the resources needed with be those for transforming inputs
into outputs that are turned into products and services for
customers. But is this enough? Don't the processes need to be
managed?
In clause 5.1.1f) we are told that top management demonstrate
leadership and commitment to the QMS by "ensuring that the
resources needed for the quality management system are
available" and in 7.1.1 we are required to determine and provide
the resources needed for the establishment, implementa on,
maintenance and con nual improvement of the quality
management system but again this rather depends on what we
think a QMS is. If your top management think a QMS is a set of
rules, its unlikely they will provide you with resources to run
opera ons, but if a QMS delivers products to customers as is
shown in the only diagram in ISO 9001, then indeed the
resources needed will be those to run opera ons.
Now for a revela on. Clauses 3.14 and 8.4.2 place outsourced
processes within the scope of the management system and
therefore indirectly invokes 4.4d) thus bringing the resources of
an external organiza on into the QMS. So is it the inten on that
the resources for both opera ng and managing outsourced
processes come within the scope of the QMS?
Processes
In ISO 8402:1994 the deﬁni on of a process was a "set of
interrelated resources and ac vi es which transform inputs into
outputs" and in ISO 9000:2000 it is a "set of interrelated or

Now for something interes ng. Clause 4.4 requires processes
needed for the QMS to be determined and then it tells us to
determine 18 things about these processes; the inputs, outputs,
sequence, interac on, performance criteria, methods,
responsibili es, risks, resources, monitoring and measurement
methods and opportuni es for improvement etc. If the
processes needed for the QMS are few, this is no big deal, but if
you search the organiza on for all the sets of interrelated or
interac ng ac vi es which transforms inputs into outputs and
ﬁlter out those that do not in any way inﬂuence the quality of
products and services provided to customers you might be le
with a very high number of processes and indeed a daun ng task
to meet all 18 requirements on each one. So maybe the process
approach is not intended to apply to every "set of interrelated or
interac ng ac vi es which transforms inputs into outputs".
Perhaps we can apply risk-based thinking to limit the applica on
of these 18 requirements.
The one thing we really do need to be certain about is knowing to
which processes the requirements of ISO 9001 apply. Clause 4.4
requires us to determine the processes needed for the QMS.
Once again it depends on what we believe a QMS to be. In clause
5.1.1 top management are to ensure the integra on of the
quality management system requirements into the
organiza on's business processes. This brings into ques on
whether the processes needed for the QMS are diﬀerent from
business processes and if they are what is the diﬀerence. In
clause 8 it requires several processes to be planned,
implemented and controlled e.g. in 8.1, processes needed to
meet requirements for the provision of products and services, in
...continue on page 4
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8.2.1, processes for communica ng with customers, in 8.2.2, a
process to determine the requirements for the products and
services and in 8.3.1, a process for design and development. It is
not clear whether these are processes needed for the QMS or
are business processes.
Risk
If we look up the term risk in an English dic onary we will ﬁnd
that in the simplest terms, the word is used to express the
possibility of something bad happening. But if we look at clause
3.09 in ISO DIS 9001:2015 we ﬁnd its nothing like that, risk is
now deﬁned as 'eﬀect of uncertainty on an expected result and
among the notes to this deﬁni on is the statement "eﬀect is a
devia on from the expected - posi ve and/or nega ve". Now I
don't expect many to understand this but its obviously totally
diﬀerent from the dic onary deﬁni on that has stood us in good
stead since the 13 century, so why change and how could this
change possibly beneﬁt users of ISO 9001?

In every instance in which the term risk is used in the new dra it
is used in the nega ve sense and never in the sense of a posi ve
eﬀect. In fact, other than in the guidance and deﬁni ons, the
word risk is only used among the requirements in the form of the
compound term "risks an opportuni es" with only one
excep on where the meaning is obviously referring to loss. So it
looks like TC 176 were taking no 'risk' that the word risk could be
misunderstood, but nonetheless retained the new deﬁni on so
as to cause confusion and uncertainty.
Conclusion
The dust has not yet se led on this new edi on of ISO 9001 and
clearly the commi ee has a lot of work to do to remove the
uncertainty but providing they stay focused on the general
principle stated in ISO Direc ves that these standards be easily
understood and unambiguous (2) we may be pleasantly
surprised when we pick up ISO 9001:2015 around Q4 2015.
About David Hoyle

Uncertainty is simply something we are uncertain about, there is
doubt, we are unsure. Now, not everything we are unsure about
is important to us. We might be unsure of the price of bread in
Russia but if we don't intend travelling to Russia its an
uncertainty that doesn't ma er to us. The Risk Management
community refer to uncertainty that ma ers as 'risk' and
therefore uncertain es that result in loss are risks having a
nega ve eﬀect and uncertain es that result in gains are risks
having a posi ve eﬀect. But in order for a risk to result in
anything the risk has to be taken and indeed, there will be mes
when the odds stack in our favour and we incur no loss and other
mes when the odds are against us and we suﬀer great loss as
those Scots did in the Darien Scheme Paul Naysmith wrote about
in the August Newsle er. But that is risk taking not risk.

David Hoyle is a writer and mentor in quality management based
in Wales. Formerly a Chartered Engineer and Quality Manager in
the aerospace industry he is the author of several books on
quality management including the ISO 9000 Quality Systems
Handbook published by Taylor & Francis and now in its 6th
edi on. He is a Fellow of the Chartered Quality Ins tute in the
UK and a Full Member of ASQ.

¹ Thinking in systems by Donella Meadows 2008
² ISO/IEC Direc ves, Part 1 2014 Consolidated ISO Supplement — Procedures
speciﬁc to ISO
³ ISO Guide 73:2009 Risk management - vocabulary

The change is brought about by the commi ee responsible for
the development of ISO 9001 being placed under an obliga on
from ISO/IEC Direc ves² to adopt a new common structure and
common terms for management system standards, referred to
as Annex SL. This direc ve takes the deﬁni on of risk from ISO
Guide 73³ so we are stuck with it - or are we?
back to contents page
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World Standards Day with the
Swaziland Standards Authority
a er giving his address which stressed the need to
embrace quality concepts in order for his country to foster
increased trade and promote growth. He also stressed the
need for Small, Medium Enterprises that made up a large
propor on of Swaziland's economy to embrace quality in
their organiza ons.

Speech by the Honourable Minister of
Commerce Industry and Trade, Mr. Gideon
Dlamini
The South African Quality Ins tute was invited to give a
workshop in Swaziland to celebrate World Standards Day
at the Esibayeni Lodge in Manzini. The topic was
“Standards level the playing ﬁeld”. Paul Harding gave his
presenta on stressing the need to ﬁrst grasp the eight
quality management principles behind the current ISO
9001:2008 requirements before moving on to more
complex standards that will lead to sustainable growth.
This was in line with the SAQI Na onal Quality Week
theme of “Paving the way to Quality beyond Standards”

It gives me great pleasure to join you today as we celebrate
World Standards Day 2014. A day that our Na onal
Standards Body, Swaziland Standards Authority, together
with other Interna onal Standardizing Organiza ons have
set aside to appreciate the input and eﬀorts of all
stakeholders who have con nued to contribute to the
development of Swaziland Na onal Standards including
the harmoniza on ini a ves at the regional and
interna onal levels. A day like this also provides the
perfect opportunity to reﬂect on the beneﬁts that
standards bring to our everyday lives, the market economy
and to the smooth running of public aﬀairs.
The workshop was a ended by the Honourable Minister of
Commerce, Industry and Trade for Swaziland, Mr. Gideon
Dlamini who addressed the delegates before the
workshop. The picture to the le shows the Minister
sharing a joke with the SAQI MD. In the background are
the execu ve and oﬃcials of SWASA. It was pleasing that
the minister stayed for the full dura on of the workshop

We all appreciate that it is diﬃcult to engage in trade
locally and globally without standards that guide the
country in producing quality products and services
consistently. This consistency ensures things are done
right the ﬁrst me and always to ensure eﬃciency in the
deployment of resources.
...continue on page 6
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The Theme for this year's celebra ons is “Standards Level
The Playing Field”. We are living in a world that is
undergoing profound transforma ons at all levels. It is no
longer business as usual. Economies have never been
more interdependent. Today, products that are consumed
in one market are no longer made in one country; they are
made in the world. Before they get to the end-consumer,
they transit through many countries where manpower or
parts add value to the ﬁnal product.
Small and medium enterprises that use na onal standards
that are aligned to interna onal benchmarks will ﬁnd it
easier to get their products cer ﬁed and are be er able to
compete and sell anywhere in the world. With standards
SMEs are able to take part in na onal, regional and global
value chains and beneﬁt from technology transfer. In this
regard I want to implore, large business to consider
assis ng the SMEs in implemen ng the requisite
standards needed to tap into their supply chain. As Swazi
large businesses, let us not rush to throw away our SMEs in
preference to foreign suppliers of goods and services that
can be easily provided by the small players in our country. I
am not, however, saying we should buy local just because it
is a locally produced product. Although we want to
support local entrepreneurs, we s ll need value for our
money. I am, therefore, equally encouraging SMEs to seek
the assistance of SWASA on how they can implement
standards to be able to access greater business
opportuni es.

develop na onal standards, oﬀer standards-based training
to improve understanding and implementa on of
standards and, oﬀer third party cer ﬁca on for products
and systems standards. As the Government of the kingdom
of Swaziland we count on this ins tu on (SWASA) to help
entrench the quality culture in our society. This will not
only help create market access for our export products but
also protect our ci zens from sub-standard goods from
being imported into our country. I note that, countries that
have mainstreamed standards in their policies and
regula ons are able to be er protect their popula ons
and give them a bigger choice of quality products.
Finally, let me declare this standards day celebra ons
oﬃcially opened. I wish you frui ul delibera ons. I know
that diﬀerent speakers will be sharing knowledge on the
subject of standards and quality, learn as much as you can
and then go and implement. This will translate to “quality
products and quality life” and a prosperous economy as
envisaged in the Na onal Vision 2022.
I wish all of you Happy World Standards Day celebra ons.
Thank you very much and God bless us all.

Let me assure you of the Government's commitment to
standardiza on and ensuring that quality is part of the way
we do business. We are currently engaged in a project
together with our development partners, the United
Na ons Industrial Development Organiza on (UNIDO), to
strengthen our na onal quality infrastructure to be able to
deliver competent services whose results are recognized
interna onally. As a country we have set ourselves an
ambi ous target, that of being counted amongst the
developed countries by 2022. It is my ﬁrm belief that
standards and quality are central to any society that wants
to transform their way of life. Standards make us to speak
the same language with our trading partners. In a mul polar world, where the inﬂuence and economic weight of
emerging economies is shi ing the balance of power,
interna onal standards s mulate trade, overcome
ar ﬁcial trade barriers and help level the playing ﬁeld. This
makes companies, industries and economies more
compe ve, making it easier for them to export, and
s mulates diversiﬁca on na onally and interna onally.
Before I end, let me thank SWASA for ensuring that we
commemorate this day as many other countries do. I am
happy to hear that SWASA now has the capacity to
back to contents page
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Levelling the playing field
in Swaziland
By Dr. Lomkhosi L. Mkhonta: Executive Director Swaziland Standards Authority

playing ﬁeld with regard the Quality Compe on between
Imports and Exports. We can level the playing ﬁeld when it
comes to the competence of local Na onal Standards Bodies
(NSBs) vs transna onal NSBs. We can level the playing ﬁeld
when it comes to the accredita on of competence of personnel
in a given sector. We can level the playing ﬁeld in the sphere of
consump on. All these playing ﬁelds need to have standards
with which we can level the playing ﬁeld that is the theme of our
conference today.
Someone might be asking, is it really uneven? We will not answer
these ques ons today, but we will brieﬂy look at instances of an
uneven playing ﬁeld and ﬁnd ways in which we can address
them.

(Pic above: Musa Simelane)

I would ﬁrst like to give you a brief background to the Swaziland
Standards Authority. It started opera ng in April 2007. We are
governed by a nine member Council and I must thank them for
their un ring support of my oﬃce. They are ready to receive any
construc ve cri cism of SWASA for the beneﬁt and growth of
the organisa on.
It is to my pleasure to see you all here in a endance of this 2014
celebra on of World Standards Day. The theme of today says
“Levelling the playing Field”. To me then this brought many
areas in the standards arena in which we need to level the
playing ﬁeld. We can level the playing ﬁeld with respect to Small
Medium Enterprises versus large Corporates. We can level the

We all know the mantra that says 80% of any country's
businesses are in the SME sector. The SME sector is most o en
than not trading informally. If we were to boost the economy of
our country we would have to promote these SMEs to the formal
sector by teaching them to assume the standards mindset. We
have seen how some big companies have given an instruc on to
their sub-contractors to have a semblance of standards in their
opera ons. This is because any input into a standardised system
must come from a standardised backdrop. I then would like to
challenge those big corporates that need everyone in their value
chain to meet standards to engage in a new type of corporate
social responsibility. Set aside some money to help the SMEs to
be trained on and assisted in implemen ng standards. In this
way the playing ﬁeld will be levelled and the SMEs will be able to
operate on the same level playing ﬁeld as the big corporate.
Many countries, including Swaziland speak of import
subs tu on. They also talk of reserving certain business types
for their indigenous business people. But would it be fair to
replace the well standardised imports with shoddy locally
manufactured goods? Would it be fair to the local consumers to
ask them to receive shoddy jobs from local service providers just
because we have reserved that business sector for our
indigenous business people? SWASA says no! Let us level the
playing ﬁeld. Anyone who wants to operate in that space must
meet interna onal standards. If there are no interna onal
standards, let us agree on what should be the acceptable level or
standard for anyone to be recognised or taken seriously in that
business. There are many SMEs that we can ﬁnd engaged in all
types of businesses. These products and services need to see the
light of day. They have to be taken aboard the standards value
chain. This value chain starts at standards iden ﬁca on. If the
standard does not exist, it has to be wri en from the scratch.
...continue on page 8
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That is the responsibility of the na onal standards body. The
next step is module development and training. That is the work
of the na onal standards body. The next step on the value chain
is on-site implementa on and internal audi ng. That is the work
of the standards consultant. Even that standards consultant
must be opera ng on a level playing ﬁeld with peer consultants
through a formal and recognised accredita on system. The next
step of the value chain is external audit, cer ﬁca on and
maintenance. The SMEs cannot do this alone or in isola on.
Standards implementa on may need an ini al cash injec on to
acquire be er technology and to build capacity in the people.
There is a need for a community or group approach to cut down
costs and beneﬁt from economies of scale. This is the program
that SWASA has proposed to the community development
department of the Ministry of Tinkhundla and this has been well
received. The beneﬁt for SWASA and for the country comes from
turning the SMEs around so that they are contribu ng
meaningfully to the Swazi economy. This must not be the
responsibility of SWASA alone. Big companies must come on
board this ini a ve by oﬀering to ﬁnancially support the
regional and na onal workshops that SWASA has to carry out to
gradually push all the SMEs up the standards value chain.

As the CEO of a small na onal standards body that is looking at
working with all the local companies, I ﬁnd the playing ﬁeld
rendered uneven when you hear that the services that SWASA
oﬀers are being imported from outside the country. Some
companies have told me that it is because their head oﬃces are
outside the country and they have been instructed to source
these services externally. That is understandable and in any case
this is a free market. May I take the opportunity to thank and
commend all the companies that have worked with SWASA. I
will explain why this is important. SWASA is currently a public
enterprise that is fully funded by government. In response to her
commitments at the World Trade Organisa on, the Swaziland
Government formed SWASA for the reduc on of trade barriers
for Swaziland commodi es into the world. SWASA is a tool and a
muscle for Trade and Commerce which is all premised on
industry. It is the responsibility of all the industry of Swaziland to
make sure that SWASA develops to its fullest. Of course, we
know that competence is key. This is why SWASA has over the
past eight years emphasised capacity building for all its people.
This is to ensure that we oﬀer you the services that are as good as
you can get outside the country
.
Levelling the playing ﬁeld in our business is also achieved by the

signing of Memorandum of Understanding between na onal
standards bodies. This facilitates the exchange of ideas and
personnel in order to learn from each other. The na onal
standards bodies of the 14 countries in SADC subscribe to the
dictates of The Technical Barriers to Trade Annex of the SADC
Protocol on Trade. We meet every year in March to discuss
advances and challenges we each and all face in the ﬁeld of
Standards for Quality, Safety and Sustainability. Swaziland,
through SWASA is an ac ve part of this network. These
countries have each commi ed to forming the SADC regional
network to report on sub-standard commodi es that ravage our
region. This is in an a empt to eradicate sub-standard
commodi es from outside our region, give a ﬁgh ng chance to
our producers and level the playing ﬁeld for intra-regional trade.
We can only do this through harmonised regional texts that are
cognisant of our varied country peculiari es yet adequate to
facilitate the exchange of good between our economies.
Levelling the playing ﬁeld in the consump on sphere can mean
many things. It can mean that a Swazi product stands an equal
opportunity to be picked oﬀ the shelf as a product of external
origin. Levelling the playing ﬁeld in the consump on sphere can
mean an infant in Swaziland is being nourished similarly as an
infant in any ﬁrst world or any other ﬁrst world bound country.
Levelling the playing ﬁeld in the consump on sphere means the
manufacturer or the supplier is willing and ready to have a
healthy conversa on with the client should their product fail on
the market. Levelling the playing ﬁeld in the consump on space
means emafutsa ahalibhoma bought in the Hhohho region are
the same as emafutsa ahalibhoma bought in the Shiselweni
region; are the same as emafutsa ahalibhoma bought in the
Manzinini region, which are the same as emafutsa ahalibhoma
bought in the Lubombo region.
Levelling the playing ﬁeld, that is what we do at SWASA and in all
this, we use standards. In all you do from today you must apply
standards to level the playing ﬁeld in the intercourse of Big and
Small companies. We must expect that big companies will lend a
hand to small companies to meet standards. We must expect Big
companies to fund the import subs tu on program through
SME development. At ins tu onal level, we level the playing
ﬁeld by building the competence of our people to deliver to you a
service as good as any you can get from outside Swaziland. We
level the playing ﬁeld by insis ng that all goods traded intraregionally are made according to harmonised regional standards
that are applied in all the fourteen SADC countries. We level the
playing ﬁeld by insis ng that all locally produced commodi es
are made according to recognised na onal standards that are
applied in all the four regions of Swaziland.
We will also level the playing ﬁeld by insis ng that anything that
is on the consumer space is made according to known standards.
I urge you to partner up with SWASA and let us make a true
diﬀerence in Swaziland by levelling the playing ﬁeld with
standards. Thank you for taking me to come be with us as we
celebrate your World Standards Day and thank you for your
a en on.

back to contents page
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National Quality2Week
0 1 4
Na onal quality week 2014 was celebrated at Refraline Group of
Companies by hos ng our ﬁrst Quality conference for all SHEQ
Co-ordinators, quality oﬃcers and safety oﬃcers. The theme for
this conference was “Paving the way to quality beyond
standards”. Speakers were invited to discuss quality issues. Paul
Harding, Managing Director for the SAQI was our ﬁrst speaker
and discussed general quality issues as well as upcoming
changes to ISO 9001. We also had speakers discussing safety
issues in the a ernoon.

Paul Harding presen ng his session

A ernoon group sessions were held to discuss how to pave the
way to quality beyond standards and two resolu ons were
agreed on: Moving back to basics in terms of Quality
Management and designing our quality training programme to
reach more people within the group, especially ﬁrst line
supervisors.
Awards were given for the site with the highest internal audit
score, which went to Refraline Natal – Metalloys site in
Mayerton, as well as most improved company / site which went
to Refraline SA Industrial Linings in Johannesburg.

Jacques Krog presen ng the ﬁrst group session

Refraline Group of Companies - Jacques Krog – Group Quality
Manager

The Refraline Group of Companies SHEQ Personnel

Award for most improved company and SHEQ
Co-ordinators Pearl Ngubane and Arne Swanepoel
back to contents page
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National Quality2Week
0 1 4
World Quality Day at Protechnik Laboratories

Protechnik Laboratories, a division of Armscor, celebrated World Quality Day with SAQI. As a SANAS accredited laboratory, Protechnik
felt it was important to share the Quality message with their staﬀ on World Quality Day. Of par cular importance in the quality message
given by Londeka Hlatswayo their SHEQ oﬃcer was the need to make quality a way of life and not just prepare quality ac vi es to suit the
auditor. She also emphasised the point that people should not be scared of a quality audit as these could be used as an opportunity to
improve performance rather than be seen as a policing ac vity. An interes ng presenta on was also given on how important it is to apply
quality principles and standards in the ﬁnance department as well as the laboratories. The need for con nuous staﬀ training was also
emphasised and senior management conﬁrmed their commitment to the Protechnik training program. A presenta on was also given on
the importance of clear and precise report wri ng that is so essen al in a laboratory environment.
(Main picture): Londeka Hlatswayo the SHEQ oﬃcer of Protechnik is seen thanking Paul Harding following his presenta on on:
Paving the Way to Quality beyond Standards.

back to contents page
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National Quality2Week
0 1 4
Celebra ng Quality Day 13 November 2014
We as SGB-Cape, the largest “all in one” service provider of Scaﬀolding, Insula on, Industrial pain ng, and related services in Africa are
commi ed to rendering a quality service to all our clients. We have a vast range of resources, knowledge, and experienced employees to
retain the status as a Progressive and Quality Conscious organiza on.
In the celebra on of Quality Day 2014, SGB-Cape ran a word search compe on, with words based on Quality and the ISO 9001:2008
standard. We had 171 entries and oﬀ that 171 entries, we drew 15 winners, who received vouchers to the value of R250 each.
SGB-Cape also have put together a Quality pledge which all employees have signed and will be placed on our display wall.
This has been an exci ng experience in crea ng awareness of Quality and the importance of Quality within the organisa on. “Quality is
not just a standard, but a way of life”.

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.

Decisions … decisions … decisions
by Dr Richard Hayward
In 1998 an American campaign was launched to ﬁnd the na on's
favourite poem. It was Robert Frost's, The road not taken. The ﬁrst verse
is:
Two roads diverged in a yellow wood,
And sorry I could not travel both
And be one traveller, long I stood
And looked down one as far as I could
To where it bent in the undergrowth;

decision also ﬁnd the answers to these sort of ques ons about the child:
• What extra murals and subjects do they have a par cular interest
in?
• Are there areas of budding skills and talents?
3 Analyse the 'pro' and the 'con' arguments Seldom is any decision the
absolutely right one. You might have to give up other possible
achievements. Usain Bolt, for example, was a gi ed youngster on the
sports ﬁeld. He had to make a choice between athle cs and cricket; he
chose athle cs and won many medals. What would he have achieved if
he had become a professional cricketer? Decision-making can be
diﬃcult. However, make a choice and move on.

The last verse is:
I shall be telling this with a sigh
Somewhere ages and ages hence:
Two roads diverged in a wood, and I –
I took the one less travelled by,
And that has made all the diﬀerence.
We make decisions or decisions are made for us that some mes have a
life-long impact.
Parents and children make almost daily decisions around school issues.
Some are ny: how much tuck shop money to take to school or what to
wear on a civvies day. Others can be huge: the choice of school to go to
or the selec on of subjects to be studied. Even a bright child who
a ends a school of poor educa onal quality and does the 'wrong'
subjects can be denied ter ary educa on.
How does one make the be er or right decision? Six ps from the
business and professional world are:
1 Avoid making snap decisions There's the tempta on to act quickly to
show decisiveness. Yet psychologists remind us of the truth in the
common sense wisdom of 'sleeping on it'. Our subconscious processes
our thoughts. Given enough me, the correct decision o en becomes
clear.
2 Base decisions on facts Do the research beforehand. Imagine that a
child is going to take part in the school extramural programme. The
school could have a reputa on for having outstanding coaching in a
par cular sport or an award-winning drama club. Before making the

4 Think of the long-term consequences The decisions of today can have
unintended consequences in future years. One of the saddest situa ons
that happens in high school is the child who does subjects that reduce
the chances for admission into university. The reason: Admission
Oﬃces refuse to give credit for certain subjects for entry into some
facul es.
5 Avoid analysis paralysis It's good to ﬁrst have all the facts. Yet seldom
do we have all the informa on around an issue. There are me
restraints and a decision is expected; not every ﬁnancial resource is
readily available. At this stage, don't over-analyse. Commit to a
decision.
6 Use your 'gut-feel' Alistair Mant in his book Intelligent Leadership
refers to using one's ins nct or 'gut-feel' when making decisions. At ﬁrst
glance, a decision taken might not seem to be the best choice. When
events unfold though, the decision proves to be an excellent one.
Successful sports captains o en make 'gut-feel' decisions. AB de Villiers,
the Proteas ODI cricket captain, recently displayed this quality in the
triangular series win over Australia and Zimbabwe. He'd make a sudden
bowling change or ﬁeld placing. A few balls later a vitally important
opponent's wicket would be taken.
Not every decision taken is the right one. Hindsight – as we're o en
reminded – is a 100% accurate science. Foresight has a lower success
rate! On occasion you'll make the wrong decision. Yet that same mistake
can o en be corrected if one's humble and open-minded. Be decisive!
Make decisions to improve the quality of your own life and that of
others.

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 2014
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

Oct

B12

ISO 14000 overview

1

R2,500.00

B14

Integrated Management Requirements

3

R5,000.00

B16

Internal Quality Auditing

3

R5,100.00

B20

Organisational QMS Lead Auditor

5

R11,500.00

B24

How to write procedures

2

R4,400.00

B34

Statistical Process Control

5

R11,500.00

B38

Development of QMS

5

R11,500.00

B41

Introduction to Quality Control

1

R2,500.00

B48

ISO 9001 Requirements Workshop

3

R5,000.00

B58

Customer Satisfaction and Excellence

2

R4,400.00

B64

Introduction to Quality Techniques

3

R5,000.00

B65

SAQI Certificate in Quality

10

R19,500.00

B66

Problem Solving and Decision Making

3

R6,000.00

B75

Intro to Lean

1

R2,100.00

B76

Lean for the Service Industry

4

R8,700.00

B82

Incident and Accident Investigations

2

R6,700.00

6-7

B83

Project Management and Quality

3

R15,100.00

8-10

B84

Supply Chain Management

3

R12,700.00

B85

Production Planning and Scheduling

3

R15,100.00

B86

Inventory and Warehouse Management

2

R10,250.00

Nov

15-17

18

19-21
27-31

24-28

3-5
1-3

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)
Development of Quality Management System (B38)
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)
ISO 14000 Overview (B12)

•
•
•
•
•
•
•
•
•
•
•

ISO 9001:2008 Requirements Workshop (B48)
Integrated Management Requirements (B14)
Internal Quality Auditing (B16)
Introduction To Quality Control (B41)
Introduction To Quality Techniques (B64)
Organisational Lead Auditor (Preparation Course) (B20)
Policy Deployment And Continual Improvement
Project Management Demystified (TD1)
SHEQ Internal Auditing (B49)
SHEQ System Development Programme (B51)
Statistical Process Control (Basic Quality Control) (B34)

For a list of IT specialised courses, please click here
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