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Unit One

Eaming the ISO 9000 Seal of Approval

Unit One

Earning the ISO 9000
Seal of Approval

Customers today are no longer gullible. Hence, the manufacturers
around the world are all taking pains to seek the ways in which they can as-
sure customers of the quality of their products and services . Perhaps , the best
policy for them is to be ISO 9000 registered . Then, what does ISO stand
Jor? How do they prepare to be ISO 9000 registered? Are there any obvious
benefits? Read over the Jollowing passage , and you will presumably get some
knowledge of 1SO 9000 .
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[1] As international markets grow larger and more competitive, as
global supply chains grow longer and more complicated, and as Ameri-
can companies grow increasingly dependent on building long-distance
business relationships, trust becomes an ever more important survival
tool.

[2]When it comes to worldwide exchanges of goods and services
between buyers and sellers who might never meet in person—and
might not even speak a common language—one of the ways in which
trust is built is through guarantees of quality. Many buyers around the
world now require their suppliers to demonstrate consistent standards of
quality in the development, production, installation, and service of
their products, either through proprietary® audits?® of vendors® or
through third-party programs. The most commonly accepted standard
of quality assurance is the International Organization for
Standardization’s 1ISO 9000 series.

[3)Many US companies are finding more and more frequently
that they need ISO 9000 certification just to be considered as a suppli-
er.

[4]1SO 9000 is really a standard of standardization. The key is
documentation. Every process by which a company brings its product
or_service from conception to customer must be standardized and docu-
mented. Compliance® with ISO 9000 means that any employee in-
volved with a particular step or process is trained in the standardized
method of doing the job, and follows the accepted method exactly.

[5]There are five standards within the ISO 9000 series, each with
its own requirements, but all with one goal: to make sure that the pro-
cess by which the product or service is brought to its finished stage is
well thought out, and that it is documented for consistency. While ISO
9000 does not deal with specific products or services, it does provide a
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framework for any company to develop a system for ensuring and
monitoring quality assurance. Certified companies have promised and
proven to follow policies and procedures for 20 different areas of oper-
ations, from design to delivery.

[6]For example, a manufacturer of instruments used to calibrate®
medical equipment might need to document each step of the design
process with written progress reports, explanations for engineering
changes, and a review by a second employee at each step.

[7]“The entire design process should be measurable, document-
al, and verifiable,” says Lesley Swain, US Sports Lab Manager for
ISO 9000 registrar® TUV Product Service .

[8]The cost of getting ISO 9000 registration will vary from compa-
ny to company. Registration is obtained by passing a certifying audit
which is performed by an independent, third-party “registrar.” The
audit itself normally involves only a few days. Most registrars set a price
according to the number of employees and the number of company lo-
cations; a typical company with 100 employees and one site might be
charged between $ 10,000 and $ 15,000.

[9]However, the cost of getting prepared for the audit could be
much greater in terms of both time and money, depending on what
kinds of quality systems already are in place.

[10] Worldwide, the average cost for preparing to be ISO 9000
registered for a company with 100 employees is about $ 60,000, ac-
cording to Alex Chong, CEO of Plexus Corporation. Plexus conducts
training programs for employees of companies preparing for certifica-
tion.

[11 ] Developing a quality assurance system that meets ISO 9000
standards might take 6 to 18 months. Preparing to meet the standards
could involve nearly every employee in the company and should include
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at least one person in-house® with ultimate responsibility for oversee-
ing® the process.

[12]Some companies hire outside consultants® to help to develop
systems that meet ISO 9000 standards, which obviously increases the
cost. But Chong adds that when a company prepares for registration
on its own, the benefits of registration are greatly increased, as well.
The procedures will be better suited to the organization, and more like-
Iy to be followed in a disciplined way. In fact, Chong cites several stud-
ies which show that the companies that develop their own systems, and
apply the “spirit” as well as the letter of the standards, can recoup four
times the cost of registration within the first year alone.

[13]Most companies find that ISO certification opens new mar-
kets; maintains market share where customers require ISO 9000 regis-
tration; and encourages increased customer loyalty, even in markets
where registration is not required.

[14 ] Further, certification is contagious. Companies that are
themselves ISO 9000 registered now commonly require their suppliers
to be ISO 9000 registered, as well, because to maintain their own ISO
9000 registration, these purchasers must make sure their vendors also
apply consistent quality procedures.

[15]In most cases, certitication also “improves efficiency within
the company, reduces. customer complaints and retumns, and effects
continual improvement in processes and products,” says Swain.

[16]“ISO is more than just a standard. It reflects a well-organized
operation with trained and motivated people,” write John Rabbitt and
Peter Bergh, authors of The ISO 9000 Book .

[17]A study by Grant Thomton, an international accounting and
management consulting firm, confirms that companies profit from ISO
9000 registration both from increased sales and decreased intemnal
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costs. Companies with ISO 9000 registration can have three times the
annual sales growth of those without. But they are also five times less
likely to fail.

[ 18 ]Victor Murawa, a partner at Grant Thomton, adds that ben-
efits such as management control, customer satisfaction, efficiency,
employee motivation—not to mention increased exports and increased
market share—can all result from ISO certification.

[19] Minnesota office furniture manufacturer Viking Acoustical®
Corporation, a 65-person company certified by Underwriters Laborato-
ries in order to gain a competitive edge, has been better able to correct
problems because of the I1SO systems, according to Viking president
Bret Starkweather.

(20 ] When Conn.-based United Aluminum Corporation, which
manufactures aluminum strips in coil form, decided to expand to Eu-
rope five years ago, they spent 18 months becoming ISO 9000 regis-
tered. According to ISO manager Jack Armstrong, they would have
had little success there without it. He says that maintaining registration
is a difficult task because it requires the commitment of every employ-
@, but he adds that “by getting that commitment, the company’s
quality is significantly enhanced® .”

[21]Because of the global nature of ISO 9000, no single organiza-
tion judges if the standards have been met by any individual company.
Literally hundreds of registrars award ISO 9000 registration. In many
countries, registrars can themselves be registered or accredited?, and
ISO certification from a non-accredited registrar might not be accept-
able to some of your customers. It is equally important to find a regis-
trar familiar with your industry .

[22]The most recognized accreditation for US registrars is that of
the US Registrar Accreditation Board (RAB). As vet, however, few
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countries recognize each others’ registrars. 15O 9000 registration must
be awarded by a registrar properly accredited in the country in ques-
tion. While the European Union and the US agreed in principle last
March to recognize each other’s registrars, implementation® is still not
complete. Other countries are not so strict. The Czech Republic , for
instance, announced earlier this year that it would accept a registration
issued by any European Union-approved registrar. A number of US
registrars, such as TUV Product Services and Underwriters Laborato-
ries Inc. are accredited by foreign boards or at least associated with
registrars abroad and can more easily provide any required foreign reg-
istration.

Vocabulary

@ proprietary a.  privately owned or controlled

@ audit n.  an official examination (of the accounts) of a business
® vendor n.  the seller of house, land, etc.

@ compliance n.  obedience

® calibrate v. BHE;IRE

® registrar n.  a person who is in charge of official records

@ in-house ad. FEHHRT

oversee v.  to supervise;to overlook

@ consultant n.  adviser

@D acoustical a.  FWH

@ enhance ».  to increase in strength or amount
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@ accredited a.  HHINAH
@ implementation n.  the act of carrying out or putting into practice

Notes

1. CEQ: Chief Executive Officer W4 E , L&

2. Underwriters Laboratories: ()R B3t ie %=

3. Conn. : Connecticut M4EE , (£) B2k # M

4. the US Registrar Accreditation Board(RAB) : # H&iz R #WER &
5. the Czech Republic: # % 3tfIE

Exercises

I . Choose the best answer for each of the following :
1. What is the main purpose of this passage?
A. To encourage the manufacturers around the world to be ISO 9000 reg-
istered.
B. To recommend some recognized registrars of ISO 9000 series.
C. To complain about the difficulty of eaming the ISO 9000 seal of ap-
proval.
D. To introduce the necessary procedures of applying for ISO 9000 regis-
tration .
2. According to the passage, ISO 9000 is really a standard of standardiza-
tion, which has got the meaning that
A. all the manufactured products have to be standard both in size and
weight, and after that, they can be put into the market
B. all the services must meet the requirement of standardization, thus
they will be appreciated by the customers
C. all the employees involved have to receive a very strict training of us-
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D.

ing exact standard methods in their work before they get the job in

business
those employees who haven’t got any training before they enter the
company must do everything in accordance with the exact standards

3. In paragraph 12, Alex Chong is of the opinion that a company will get

more and more benefits of registration if it prepares for registration on its

own, the possible reason for this is that
A

D.

the measures and steps the company takes will be more acceptable

and easier to follow

. the company can bring the potentials of its employees into full play
. the employees will feel very familiar with the regulations and quite

appreciate them

the company is entitled to get some privileges

4. The word “recoup” in paragraph 12 probably means .

A.
B.
C.
D.

to reduce
to regain
to cover

to reassure

5. According to the passage, companies mainly profit from ISO 9000 regis-
tration in that

A.

B.
C.
D.

they automatically have the power to certify the products of their sup-
plies

employee motivation and customer loyalty are significantly enhanced

the sales are greatly increased with prices being lowered

they have the right to demand their suppliers to be ISO 9000 regis-
tered

6. The example mentioned in paragraph 20 implies that .

A.
B.

it is not very easy for a company to get ISO 9000 registration
the United Aluminum Corporation wanted to open a new market over-
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seas
C. the support from the employees of the company can improve the
company’s quality
D. becoming ISO 9000 registered is to a great extent a guarantee of suc-
cess in business
7. According to the passage, which of the following statements is TRUE?
A. The ISO 9000 registration attaches more importance to the design and
delivery of product and service.
B. Customers are not always credulous of the products with ISO certifica-
tion.
C. The certifying audit performed by a registrar is both time-consuming
and money-consuming.
D. To develop a standardized quality system involves nearly every em-
ployee in the company and the consuliants.
8. It can be inferred from the last part of this passage that .
A. among hundreds of registrars, the RAB is the only one which is offi-
cially accredited
B. since last March, the European Union and the US have recognized

each other’s registrations

C. Customers might be more willing to accept ISO certification from an

accredited registrar

D. it is preferably wise to find a properly accredited registrar who has a
thorough knowledge of your industry

Il . Topics for Discussion :
1. Discuss what the manufacturers should do to become ISO 9000 regis-
tered .

2. Describe the important role of ISO 9000 in quality ensuring and monitor-
ing.




