
LEADERSHIP
and the

IMPERATIVE



Contents

Foreword xi

Preface xv

? Continuous Quality Improvement 1
Only a Wet Baby Likes Change 4

2 Virtual Leadership 10
Flapping Our Wings 11
The Search for the Secret of Flight 12
We Are Superior to the Birds, but Can't Fly 13
Success Isn't for the Birds 13
The Tenets of Virtual Leadership 15
Modeling Success 18

3 The Imperative of ISO9000 19
We Learn from History 19
The Contribution of the European Community

to Quality 22

vii



viii Contents

The Quality Road Started in Europe 24
ISO9000 Spans the Globe 26
It's Not the Program du Jour 26

4 IS09000: Friend or Foe? 28
ISO9000: What It Is and What It Isn't 29
The Language of ISO9000 39
Why Is It the Topic du Jour? 40
Why Us and Why Now? 48
Is It an Investment or an Expense? 52

5 ISO9000: The Launching Pad
for Strategic Quality Improvement 55

6 The Structure of ISO9000 66
4.1 Management Responsibility 69
4.2 Quality System 72
4.3 Contract Review 74
4.4 Design 75
4.5 Document and Data Control 76
4.6 Purchasing 78
4.7 Control of Customer Supplied Product 79
4.8 Product Identification and Traceability 80
4.9 Process Control 82
4.10 Inspection and Testing 84
4.11 Control of Inspection Measuring and Test

Equipment 85
4.12 Inspection and Test Status 86
4.13 Control of Non-Conforming Product 87
4.14 Corrective and Preventive Action 88
4.15 Handling, Storage, Packaging, Preservation,

and Delivery 90
4.16 Control of Quality Records 91
4.17 Internal Quality Audits 92
4.18 Training 93
4.19 Servicing 94
4.20 Statistical Techniques 95



Contents ix

7 The Quality Management System (QMS) 99
Definition of a Quality Management System 100
The Charter 100
The Quality Policy and Mission Statement 104
The Organization 109
The Management Representative 112
The Steering Committee 113
The Management Review 115

8 Quality Improvement Tools 118
Problem-Solving or Idea-Gathering Techniques 119
Information Presentation and Analysis 123
Processes and Systems 127

9 The Strategic Implementation Plan 135

10 The Secrets of Success—ISO9000 143

7 I The Secrets of Success—
Virtual Leadership 176
Standards of Truth 177
Patterns to Model 182
Builders of Teams 191
Producers of Results 194

12 Implementing Your Strategic
Quality Initiative 196

Appendix A Sample Quality Manual,
ISO9001 201

Appendix B Sample Quality Manual,
ISO9002 237



x Implementing Your Strategic Quality Initiative

Appendix C Internal Auditor Training

Course 275

Appendix D ISO9002 Audit Checklist 318

Logical Index 337

Index 339


