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MESSAGE

I am happy to note that the Quality Council of India, an active partner of
Department of Administrative Reforms and Public Grievances, is bringing out a
training manual to provide standardized training material for use of training
institutions to educate government officials on various aspects of ‘Sevottam’ and
the Indian quality Standard IS 15700.

We are looking forward to empower our training institutes, both at the
centre and the states to make them important resource centres to educate
government officials for implementation of ‘Sevottam’ in the country.

I hope all the training institutes who would like to become training
providers under this national programme, would benefit from this initiative of the

Quality Council of India, supported by the Department of Administrative Reforms
and Public Grievances.

(Rajni Razdan)

Please Visit Our Websites . hitp:/darpg.nic.in, hitp://darpg-grievance.nic.in; hitp//goicharters.nic.in

Telefax : ++ 91 11 2374 2133; ++ 91 11 2374 2546
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FOREWORD

The Initiative of promoting excellence in public service delivery of the government
organizations launched by the Department of Administrative Reforms and Public
Grievances (DARPG) through 'Seveottam' is an important step in promating citizer-
friendly government. It has been the privilege of QC| to be associated with DARPG
in developing and implementing this Initiative right from the early days of its
conceptualization,

While QCI will play its mandated role of accraditation of certification bodles for 1S
15700 through the National Accreditation Board for Certification Bodies (NABCB)
and registration of personnelfraining programmes for 18 15700 through National
Registration Board for Personnel and Training (NRBPT), at tha request of DARPG,
we decided to go beyond and provide handholding support to the 10 identified
Ministries/organizations implementing 1S 15700 under the 'National Quality
Campaign' assigned to QC| by the Central Government and overseen by lha
National Board for Quality Promotion (NBQP) under the chairmanship of Lt. Gen

Lal, former DGQA and DG, BIS, and currently DG of FICC! Quality Forum.

Recognizing that we need to bulld considerable resources for counselling, training
and auditing for IS 15700 and keeping in mind DARPG's requirement that the large
number of training institutions already there in the government sector should get
invaived in implementing IS 15700, we decided that it would help if standardized
training material is prepared and given to them in the first instance. Accordingly we
engaged Major General N.K. Dhir, who was Convenor of BIS' expert panel, which
developed IS 15700 as also the guidance standard which Is being published shartly,
and Mr. Anupam Kaul, a member of the above panel and till recently head of the
National Institute of Training for Standardization (NITS) of BIS which initiated
training programmes in IS 15700, to develop the matarial. | am happy to place this
document in your hands for use by training institutions and QCI will readily provide
this document either in printed form or in CD to any training institutions who may like
to take up training in IS 15700. We have already launched a registration scheme for
training programmies in 1S 15700 and we would be happy if the training providers
register themselves with NRBPT to become a partner in this very important national
Initiative:

| would like to place on record the suppont we have got from DARPG in taking this
initiative and am grateful to Ms. Rajni Razdan, Secretary. DARPG, for her message

L)
T i

(Girdhar J. Gyani)

Qs an aulanairicin body, selup by Goweminend of Luba, Minkitey of Commeree £ Huluntry, Dispartrmn of lndinirial Policy & Promotion
Telefon : 140 13BT7 8320, 3337 7621 » Eanail : sgi@agemorg = Wb | wwwgeinong
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QUALTY CONCEPTS
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CHAPTER -1

Quality Management Systems

General concepts
Introduction

All organizations, large or small, have an established way or system of doing business. A
quality management system is about how an organization manages its business activities
which are associated with quality of service. Quality management system helps an
organization to build systems which enable it to provide quality service consistently. It may
be clarified that characteristics of the service(s) and their standards (norms) are defined in the
respective service standards, and not in the quality management standards. Therefore, quality
management system standards are not alternate to service standards. In fact, they are
complementary to each other. The use of service standards together with quality management
system standards help in not only maintaining but also continually improving quality of
services, which may result in enhancing customers' satisfaction and competitiveness.

Quality management systems standards take into consideration eight quality management
principles, namely, customer focus, leadership, involvement of people, process approach,
system approach to management, continual improvement, factual approach to decision
making, and mutually beneficial supplier relationships, which are relevant and applicable to
all organizations providing service.

Quality management standards promote the adoption of a process approach when developing,
implementing and improving the effectiveness of a quality management system, to enhance
customer satisfaction by meeting customer requirements.

For an organization to function effectively, it has to identify and manage numerous linked
activities. Set of inter-related or interacting activities which transforms inputs into outputs is
termed as process. Often the output from one process is the input to the next process.

The application of a system of processes within an organization, together with the
identification and interactions of these processes, and their management, can be referred to as
the ‘process approach’.

An advantage of the process approach is the ongoing control that it provides over the linkage
between the individual processes within the system of processes, as well as over their
combination and interaction. In addition, it highlights the value addition at every stage.

When used within a quality management system, such an approach emphasizes the
importance of
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. understanding and meeting requirements,

. the need to consider processes in terms of added value,

. obtaining results of process performance and effectiveness, and

. continual improvement of processes based on objective measurement.

(Note-Introduction is an extract from IS: 15700, Foreword)
Eight Quality Management Principles
Leadership

Leaders establish unity of purpose and direction of the organization. They should create and
maintain the internal environment in which people can become fully involved in achieving
the organization’s objectives.

Involvement of People

People at all levels are the essence of an organization and their full involvement enables their
abilities to be used for the organization’s benefit

Process Approach

A desired result is achieved more efficiently when activities and related resources are
managed as a process

System Approach to Management

Identifying, understanding and managing interrelated processes as a system contributes to the
organization’s effectiveness and efficiency in achieving its objectives

Process Approach

A desired result is achieved more efficiently when activities and related resources are
managed as a process

Continual Improvement

Continual improvement of the organization’s overall performance should be a permanent
objective of the organization

Factual Approach to Decision Making
Effective decisions are based on the analysis of data and information

Mutually Beneficial Supplier Relationships

An organization and its suppliers are interdependent and a mutually beneficial relationship
enhances the ability of both to create value
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Important Terms & Definitions

IS/ISO 9000: 2005 Quality management systems — Fundamentals and vocabulary (Third
resision) provides definitions and explanations, where relevant for general terms used in the
context of quality management. Whenever in doubt, this International Guide should be
referred. The following terms are frequently used in relation to the implementation of IS
15700 and are therefore reproduced with elaboration as necessary

Quality - Degree to which a set of inherent characteristics fulfils requirements.

The earlier definitions of quality (see Fig 1) described it as an attribute or a function of some
variable. It should be noted that the present definition presents quality as a relational value
(degree) based on its ability to satisfy all stated or implied requirements.

Examples of quality requirements are shown in Fig 2.

Quality Requirement QUALITY
Early
NEED OR EXPECTATION THAT IS -
STATED, GENERALLY IMPLIED A e o
OR OBLIGATORY o moncy

% —{PERFORMANCE | m~2 Sum of all
0 R features
D SAFETY ACCURACY A% definition
U 1
C DURABILITY COURTESY ‘_ C THE DEGREE TO WHICH A SET OF INHERENT s
T E \l\ CHARECTERISITCS FULFILS REQUIREMENTS

Fig 1 Fig2
Customer - Organization or person that receives a product and/or service.
Example: Consumer, client, citizen, end-user, beneficiary and purchaser

Customer Satisfaction - Customer’s perception of the degree to which the customer’s
requirements have been fulfilled.

Customer complaints are a common indicator of low customer satisfaction but their absence
does not necessarily imply high customer satisfaction.

Even when customer requirements have been agreed with the customer and fulfilled, this
does not necessarily ensure high customer satisfaction.

Complaint (Grievance) - Expression of dissatisfaction made to an organization related to its
products, services and/or process(es), where a response or resolution is explicitly or implicitly
expected.
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Public Service Organization - An organization which provides service(s) to public at large
and/or whose activities influence public interest.

Example: Government ministries and departments, Regulatory bodies, Public utility service
providers, etc.

Service - The results generated, by activities at the interface between the organization and the
customer and by organization’s internal activities, to meet customer requirements.

Service Delivery - The organization’s activities, including those at the customer interface,
necessary to provide the service.

Stakeholder (Interested Party) - Person or group having an interest in the performance or
success of an organization.

Example: Customers, owners, people in an organization, suppliers, bankers, unions, partners
or society.

Top Management - Person or group of people, who directs and controls an organization at
the highest level

Several requirements specified for top management in IS 15700 shall apply to this person or
group of persons collectively. Top management is subject to both internal as well as external
audits.

Citizens’ Charter - Citizens’ charter is a document declaring the intentions and the
commitment of an organization for providing effective and efficient service, taking into
account customer’s expectations and minimum acceptable levels of service, thereby
providing assurance that the organization complies with the service quality standards.

Service Quality Policy - The overall intentions and direction of an organization as regards
service quality, as formally expressed by top management.

An organization needs to establish both the Citizen’s charter which is a public declaration of
intentions and commitments towards quality, and the Quality Policy which is a driving
statement for the staff and other partners in service delivery that facilitates the framing of
service quality objectives, which form a part of internal management.

Service Quality Objectives - Something sought, or aimed for, related to service quality

PDCA Cycle — It is a quality loop that can be applied for any quality initiative or programme.
It comprises of four stages to manage the programme, which are:

. Plan: establish the objectives and processes necessary to deliver results in accordance
with customer requirements and the organization's policies;

. Do: implement the processes
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. Check: monitor and measure processes and product against policies, objectives and
requirements for the product and report the results;

. Act: take actions to continually improve process performance
Understanding the Process Approach

For organizations to function effectively, they have to identify and manage numerous
interrelated and interacting processes. An activity using resources, and managed in order to
enable the transformation of inputs into outputs, can be considered as a process. Often, the
output from one process will directly form the input into the next process. The systematic
identification and management of the processes employed within an organization and
particularly the interactions between such processes is referred to as the "process approach”.

Examples of inputs and outputs

. equipment

. materials

° components

. energy

. information

. financial resources
. design

Process approach assumes greater significance when applied in the context of the service
organization, because unlike manufacturing organizations, here due to simultaneous
production and consumption of services, the related processes and their interactions have to
be managed with a greater degree of control and precision.

An advantage of the process approach is the ongoing control that it provides over the linkage
between the individual processes within the system of processes, as well as over their
combination and interaction. In addition, it highlights the value addition at every stage.

When used within a quality management system, such an approach emphasizes the
importance of

. understanding and meeting requirements

. the need to consider processes in terms of added value

. obtaining results of process performance and effectiveness, and

. continual improvement of processes based on objective measurement.

In plain words process approach would mean recognizing that a series of processes are
needed to provide a service. The typical actions to manage the process (es) are :

. Systematically defining the activities necessary to obtain a desired result
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