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Wﬂﬂ buslness
'W As capitalism continues to bhomogenise cultural

difference, buying a Big Mac in far flung places bas
never been easier. But if one thing bas united a once
disparate global business community, it isn’t the fact
you can /f;%ui Starbucks in the Sabara, it’s that the
principles of best practice bave now become
universal. But how similar are approaches to
quality manéz(gement around the world, and what

affect do differing economic, social and political
pressures have?  Lotte j’ey} meets dquality
professionals in the US, Australia, India and Egypt.

UNITED STATES OF AMERICA

The US has the largest and most technologically powerful
economy in the world, with a per capita gross domestic
product (GDP) of $42,000. In this market-orientated
economy, US businesses enjoy greater flexibility than their
counterparts in western Europe and Japan, particularly in
terms of making decisions to expand, lay off surplus workers
and develop new products.

Despite its economic dominance the US lags significantly
behind in its uptake of ISO 9000.According to the global
ISO survey 2005, the US last year recorded a total of 44,270
certificates — less than the UK, Spain, Japan, Italy and China.

In the automotive sector, however, it is motoring ahead
with 3,693 T'S 16949 certificates compared to the UK’s 476.

The ISO survey also reveals that when it comes to medical
devices, the US held 1,310 ISO 13485 certificates last year.
Considering the UK has 973, proportionally the US could

do with a pace maker of its own.

RON ATKINSON - AMERICAN SOCIETY FOR
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The industries that are most in demand in the country
right now are in the public services sector, particularly those
that deal with healthcare. Back in the 1940s my father was
stationed in England. When he returned from the second
world war in 1947 he, along with thousands of other
American men, got married and had us ‘baby boomers’. Now
there’s this whole slug of a population that is reaching the
age when we need more and better health care services.

The ASQ did a survey recently which revealed that most
upper managers and CEOs in the US are aware of common
quality tools. The following question was, “how many of
these do you use?” There was a definite gap between their
knowledge and the tools that they actually employed in their
company.

There are a number of reasons why this might be. Often
people look at these tools and say, “Oh our industry’s
different”, or, “my company’s different”, and it’s not until
they start introducing new techniques that they understand
the benefits. I've found that one of the best ways to get US
businesses engaged with quality is to
encourage them to talk about it with

their peers. !
) ) Population:
When I first started in the business the

traditional  quality —manager was
considered someone who impeded
production. We used to refer to them as
traffic cops, meaning you try and slip
whatever you can past them. Now they
are seen as a valuable asset to the
company and in a lot of cases, especially
in bigger companies, they’re almost like
in-house consultants that help guide the
entire system.

Labour force:

5.1% (2005)

12% (2004)
Agriculture:

products

People in the US not involved in
Industries:

business directly probably know about
management standards because they see
them advertised all over the place.
Doctors’ and dentists’ surgeries are even
starting to promote their certification. goods
Advertising ISO is big news in the US

right now, particularly in the manufacturing industry.
Companies are very proud of their certification. Drive down
any highway in the country and you’ll see ISO 9001
emblazoned on countless delivery vans.

The Malcolm Baldrige National Quality Award is the one
main awards scheme in the US. The award is given by the

US STATISTICS AND FIGURES
298,444,215 (July 2006)

149.3 million (2005)
Unemployment rate:

Population below poverty line:

Petroleum, steel, motor vehicles,
aerospace, telecommunications,
chemicals, electronics, consumer

president of the US to businesses — manufacturing and
services, small and large — and to education and health care
organisations that apply and are judged to be outstanding in
seven areas: leadership; strategic planning; customer and
market focus; measurement, analysis, and knowledge
management; human resource focus; process management;
and results. Thousands of organisations are using the
Baldrige Award performance excellence criteria to assess
their organisation and to attempt to improve.

Six Sigma has matured a lot in the US. It’s gone from
everybody feeling they have to jump on the bandwagon to a
sense that this is a tool that is really working. And as for the
environment, well George Bush hasn’t set a particularly
inspiring environmental precedent with his dismissal of the
Kyoto Protocol, but environmental responsibility is a big
issue for business.

Evangelical business ‘gurus’ have been abusing quality
principles for years. They don’t have any real qualifications
in the subject but are appropriating the philosophies and
even some of the tools of quality
management. Quality cowboys were rife
about 20 years ago when there was a
great surge of interest in quality
coinciding with Philp Crosby’s book
Quality is Free. A lot of people just saw it
as an opportunity to make money, but
they really didn’t know what they were
talking about. Now that more and more
people are trained in the subject at
university, they’re better able to spot the
charlatans.

Wheat, corn, other grains, fruits,
vegetables, cotton; beef, pork,
poultry, dairy products, fish, forest

Innovation is the latest buzzword in
US business. I think it was a result of the
Enron scandal. It was supposed to be an
‘innovative’ company and so obviously
their fall from grace gave innovation a
bad name. Now quality professionals are
putting some structure around the
concept and starting to develop a system
for quality innovation.

The Enron episode made people in the US a lot more
conscious of making the same mistakes and gave rise to the
Sarbanes Oxley law which says: “Hey CEOQ, you can’t just
claim ‘I didn’t know’. We want you to sign once a year that
you've reviewed these things, you've verified these things
and, by the way, we are going to hold you personally
accountable.”

progressing
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I would say that US businesses in general see emerging
economies as a great opportunity. But there’s no denying that
the US is viewed quite negatively by the rest of the world.
Critics make generalisations based on small snapshots in time
and you have to really evaluate those perceptions. US
business recognises that there is a lot to be learned from
developing nations’.

AUSTRALIA

Australia has a western-style capitalist economy with a per
capita GDP of $31,900, slightly lower than the UK and
slightly higher than France and Germany. Rising output in
the domestic market, robust business, consumer confidence
and growing exports of raw materials and agricultural
products are currently fuelling the economy. Long-term
concerns include pollution, particularly the depletion of the
ozone layer, and the management and conservation of coastal
areas, especially the Great Barrier Reef.

According to the 2005 global ISO survey, Australian



2 8 February 2008 Vol 1 No. 2

organisations hold a total of 16,922 ISO 9001 certificates.
There are 1,778 ISO 14001 certificates in the country, a
decrease of over 100 from the year before. The survey also
records a significant drop in certification to the automotive
standard ISO 16949. While there were 163 companies with
the standard in 2004, this had dropped to just 49 in 2005. All
other countries surveyed recorded substantial increases in
certification to this standard.

MIKE HARRIS - AUSTRALIAN ORGANISATION
FOR QUALITY INC.

‘I’'m the corporate quality manager for
Maunsell AECOM, an engineering
consulting company with 3,000 staff in
over 25 locations across Australia, New

Population:
Zealand, Asia and the Middle East.

I am also president-elect for the Labour force:

Queensland branch of the Australian
Organisation for Quality (AOQ). Over
the years we have seen a constant
improvement in Australian industry’s
adoption of quality which directly
impacts the need for quality management
education.

5.1% (2005)

Agriculture products:
Wheat, barley, sugarcane, fruits,
cattle, sheep, poultry

We now have numerous training
providers at various levels ranging from
short courses to university subjects. As a
result, companies now expect a much
higher level of education from applicants
for quality management positions.
Australia’s acceptance of quality has been
no different to other parts of the developed world.

Industries:

Most industries have embraced formal quality practices for
many years. Some industries like construction, mining and
defence have led the way through the nature of their
products. Other industries have increased their focus on
quality in recent times due to specific events, such as the
health industry where customers are questioning quality due
to, for example, a suspicious number of deaths and poor
services being provided by hospitals.

Australia has an economy which is based on the resource
and manufacturing industries. Not all states have both
industries which has resulted in what we call a ‘two-speed
economy’. The resources sector is the predominant industry
at the moment and therefore the states rich in resources are
currently experiencing a boom.

AUSTRALIAN STATISTICS
AND FIGURES

20,264,082 (July 2006)

10.42 million (2005)

Labour force by occupation:
e agriculture: 3.6%

® industry: 21.2%

® services: 75.2% (2004)
Unemployment rate:

Mining, industrial and
transportation equipment, food
processing, chemicals, steel

Generally, I think most people in business are aware of
quality management. It has been prominent in Australian
industry for decades now. AOQ has been around for almost
40 years itself. I do, however, think that as with most
countries, Australian businesses are often not aware of the
broad skills of quality professionals and the value they can
add to a business. Some industries still use quality managers
for the traditional roles of auditing and managing a certified
quality system. Other industries have more fully embraced
the concept of continual improvement and see this as the
quality manager’s main role. Universities in Australia must
have a quality management system in
place, which is certified to their own
version of ISO 9001, to obtain funding
from the government. The health
industry also mandates compliance to a
quality management system standard
specific to their industry. Most university
business courses include subjects on

quality management and ISO 9001.

There’s not so much a popular quality
guru in Australia, rather it’s a company
we hold in great esteem: Motorola
because of six sigma, which is growing in
popularity in Australia due to big
companies embarking on advanced
continuous improvement programmes.
ISO 9001 and HACCP are the most
widely recognised standards in Australia.
But ISO 14001 is becoming better
known by the day.

You might think it’s hard to ensure consistency of intention
across such a vast country and wonder if quality is
approached differently in different states. However, most
industries have national not-for-profit groups which
represent members as well as communicate national
approaches and monitor changes in legislation.

Companies with multiple offices, like my employer, use
formal organisational structures to ensure consistency. While
we live in a vast country our population is quite centralised
so the problem is not as great as it may appear to an outsider.

Public and private sector organisations have quite different
uses for quality management in Australia. Private companies
use quality management to ensure customer satisfaction and
obtain government contracts. Most government contracts
require applicants to be certified to ISO 9001 or another
relevant standard as part of the selection criteria.

progressing
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Public and not-for-profit organisations tend to use quality
management to bring rigour to the organisation, satisfy
customers and meet requirements to obtain grants.

Most of our ideas about quality come from the US or
Europe. In saying this, Australian companies are doing a lot
more business with Asia now. As a result, I can see this
shifting slightly, though my experience with most south east
Asian countries is that they are just starting the long quality
management journey. Management practices in Australia
have phrases which from time to time engender increased
interest and excitement. At the moment six sigma is the
quality buzzword. Change management and engagement of
customers and staff are also real hot topics in Australia at the
moment’.

EGYPT

Egypt occupies the northeast corner of the African
continent, and is bisected by the highly fertile Nile valley,
where most economic activity takes place. In the last 30
years, the government has reformed the centralised economy
it inherited from President Nasser.

The global ISO survey puts ISO 9001 certification in
Egypt at 1,326 as of December 2005. Of the 58 countries in
the Africa/west Asia region 48,327 ISO certificates have been
issued — a share of 6.2 per cent of world certification and
nearly one and half per cent higher than the 2004 share.

A growing interest in environmental issues in Egypt has
been reflected in the survey which reveals a steady increase
in ISO 14001 certification. There are now 354 organisations
in the country officially adhering to the principles of the
standard.



2 9 February 2008 Vol 1 No. 2

SHERIF ELARABY - ARAB ACADEMY OF SCIENCE
AND TECHNOLOGY

‘I’m currently Vice President of the Arab Academy and
Dean of the Productivity and Quality Institute in the
academy. We serve the whole Arab region, delivering
training courses, degrees and various consultation services.
Over the past ten to 15 years the concern for quality has
grown tremendously. In Egypt we have 760 students enrolled
for the master’s degree in quality management and, in Saudi
Arabia, there are 850. Fifty three people have just signed up

for the same course in Oman.

EGYPT STATISTICS AND
FIGURES

Population:

78,887,007 (July 2006)

Labour force:

21.34 million (2005)

Labour force by occupation:

* agriculture: 32%

® industry: 17%

® services: 51% (2001)
Unemployment rate:

9.5% (2005)

Population below poverty line:
20% (2005)

Agriculture products:

Cotton, rice, corn, wheat, beans,
fruits, vegetables, cattle, water
buffalo, sheep, goats

Industries:

Textiles, food processing, tourism,
chemicals, pharmaceuticals,
hydrocarbons, construction,
cement, metals, light manufacture

The most thriving
industry across Arabic
countries at the moment
is manufacturing. About
80 per cent of graduates
are going into this
industry. There is also a
lot of talk in various
Arab countries about
the accreditation and
reform of education. A
large proportion of
quality ~ management
students are also finding
roles within this area.

The environment is a
key concern, particu-
larly for businesses in
Egypt where we have
suffered recently from a
drought in Cairo and a
very high rate of
pollution. The govern-
ment and the general
public take the issue

very seriously and want to see things change. Quality is a hot
topic in Arab business at the moment. However, I’'m not sure
how many really understand the core concepts. The word is
being used by people all the time but in-depth knowledge of
the subject is still lagging behind. This is mainly because
there is no education at undergraduate university level in
quality related subjects, apart from in colleges of engineering
where it is part of the industrial and management syllabus.

"This has quite a negative effect on the way that people who
do study quality are then viewed within their industry, as
colleagues may not fully appreciate what their job entails. To

tackle this, the Arab Academy has been awarded a contract by
the Egyptian government to manage the National Quality
Institute of Egypt, with the aim of widening the awareness of
quality within the general Arabic population.

I think we have arrived at a level now where, particularly
in manufacturing, the reputation of quality managers is
improving. This is mainly because of the requirements for
international trade that demand certain quality management
or health and safety systems.

I’d say about 50 per cent of quality professionals are
women, which might surprise many westerners who tend to
highlight the sexual inequalities that might exist in some
Arab countries. However, I think social responsibility hasn’t
really been tackled by businesses yet, but it will be very soon,
I’m sure. We had the same experience introducing quality
management and environmental systems, it took some time
for us to catch up but eventually we harmonised with the
world community.

It’s true that many Arab societies aren’t necessarily as
liberal or open-minded as Western ones are, and maybe this
does have to change before businesses do.

In view of the open relations between countries now and
the transfer of knowledge and information around the world,
it won’t be long before we are on a par with western
countries.

Unfortunately, in academia we are mainly using references
and text books from the US. I’d certainly like to see this
change because English isn’t most people’s first language.
Some don’t speak English at all so they have no access to
material.

The US is, of course, viewed as one of the most powerful
nations in the world, but to say any more about the Middle
East’s general opinion of the country might not be a great
idea! Politics is to a large extent kept separate from business.
Apart from at the borders with Lebanon, specific volatilities
have not impacted on the way organisations interact with
each other or are managed generally’.

progressing
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INDIA

India’s diverse economy encompasses traditional village
farming, modern agriculture, handicrafts, a wide range of
modern industries, and services. About three-fifths of the
work-force is in agriculture, leading the United Progressive
Alliance government to articulate an economic reform
programme that includes developing a basic infrastructure
to improve the lives of the rural poor and boost economic
performance.

Privatisation of government-owned industries essentially
came to a halt in 2005 and continues to generate political
debate.

"The economy has declared an average growth rate of more
than seven per cent since 1994, reducing poverty by about
ten per cent. India is capitalising on its large numbers of well-
educated people skilled in the English language to become a
major exporter of software services and software workers.

Despite strong growth, there is still concern about the
combined state and federal budget deficit, and government
borrowing has kept interest rates high.
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Economic deregulation and a lifting of many remaining
sanctions on international trade would help attract additional
foreign capital and lower interest rates.

The ISO survey puts India in the top ten countries for ISO
9001 certificates with 24,660 nationally. It is also the country
with the fourth most 16949 certificates in the world.

Sarita Nagpal — Confederation of Indian Industry. ‘Quality
first came to India in the mid-1960s when many public sector
companies entered into collaborations with Japanese ones.

Quality circle activities became popular in the 1970s but it
was perhaps only in the 1980s that the quality movement in
the country really began. It was during
this decade that ISO 9000 was adopted as
a national standard. QS 9000, HACCP,
TL 1900 and ISO 14000 quickly
followed suit, with the demand for
standards coming from both customers
and the government.

In 1992 India started the financial
reform process by opening up the
economy, heralding a new era of
competition. Post 2000, such reforms
have meant that the tariff barriers
holding back international trade have
almost been completely removed.
Quality initiatives have been running
parallel to this liberalisation.

FIGURES
Population:

Labour force:

* industry: 17%

8.9% (2005)

25% (2002)

One of the many things I have noticed
that make this country’s approach to
quality unique is its
commitment to ‘living in harmony with
the natural world’. Many companies have
recently been expanding their industrial
development to encompass the social,
physical and spiritual environment
around them.

businesses’ fish.
Industries:

For example, it is common for an Indian company to have
a temple on each shop-floor area. This is somewhere that all
staff members including the CEO can go for some quiet
reflection before they start work. Most of these companies
would plant trees before they start building a factory.

Many also adopt a school for children and a village for
which they help provide employment opportunities in their
own industry, or assist inhabitants in becoming self-
employed. A number of larger companies also run a technical

INDIA STATISTICS AND

1,095,351,995 (July 2006)

496.4 million (2005)
Labour force by occupation:
* agriculture: 60%

® services: 23% (1999)
Unemployment rate:

Population below poverty line:

Agriculture products:

Rice, wheat, oilseed, cotton, jute,
tea, sugarcane, potatoes; cattle,
water buffalo, sheep, goats, poultry;

Textiles, chemicals, food
processing, steel, transportation
equipment, cement, mining,
petroleum, machinery, software

training centre that makes the local youth employable.

It is quite common for women to work as quality
professionals in factories. Their traditional dress — a sari or
salwar kamiz that usually has trailing material — is recognised
as hazardous and poses some concern for health and safety
officials. But a sartorial evolution is beginning and recently
one woman executive in a manufacturing company designed
a version that is much safer, with the lose cloth more firmly
fixed in place.

There are, of course, companies where women wear suits,
but Indian dresses are being adapted so that they are
respectful of culture and tradition while
meeting the rising challenges of a diverse
business community.

Industry sectors at the forefront of
quality are currently auto-components,
steel and metals, machine tools,
electronics, chemicals, textiles,
pharmaceuticals, leather and jewellery.
However, all manufacturing sector
companies and the sectors as a whole
need to evolve.

The key challenge for these companies
is the escalating cost of raw material
prices. Copper, for example, has had a 58
per cent rise in cost in the last year. But
quality initiatives in India have helped to
address this issue dramatically.

Escalating land prices and rising wages
have to be tackled through lean
manufacturing and its tools as this is the
best way to conserve resources and space.

There is also a widening gap in the
availability of skilled manpower for
industry. A plan to identify the skill sets
for developing trained manpower in
industry is going to be a key challenge. The CII has launched
a national mission targeting knowledge and skills this year
to address the issue.

Quality is highly regarded by the general public in India.
For example, the Delhi Metro Rail project is recognised as a
‘quality’ project because it is actually running ahead of
schedule. It is very important for the people of Delhi that it
is seen to be secure, safe, clean and on-time.

progressing
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Any brand of Indian matches that you buy today will not
have even one stick that does not light. There is a great sense
of pride among Indian workers, particularly in the
manufacturing industry. They believe they can achieve great

results without six sigma - just look at the Bombay
dabbawallahs’.

THE I1SO SURVEY 2005

The ISO survey is published by ISO on an annual basis.
Key findings in 2005 survey reveal that, up to the end of
December 2005, at least 776,608 ISO 9001 certificates had
been issued in 161 countries. This represents an increase of
116,476 (18 per cent) over 2004.
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you.

Since our first call for papers the streams have narrowed down
to:

e Quality Management
e Six Sigma and Lean
e Environment and Sustainability

Plus all the other things we mentioned previously — but let’s
focus on these and see them refl ected in these questions. If
you can answer yes to one or more of the following we want to
hear from you:

Creativity and Innovation:

Have you been involved in a new initiative?

Have you been innovative with a quality tool or have you
adapted one?

Have you embarked on a new quality innovation?

Have you been creative in the quality area?

Professional Development:

Have you devised a professional development opportunity?

Have you attended an international conference?

Have you attended an exciting professional development
opportunity?

Are you responsible for professional development in your
company?

Have you identified a professional development need?

Quality Strategies and Best Practice
Initiatives:

What quality strategies have you used?

Can you define best practice?

Have you introduced best practice?

Have you identified a tool that ensures best practice?
Can you define your quality strategies?

Knowledge Management:

Do you have a policy for knowledge management?

Is it possible to manage knowledge?

How do you plan succession?

Do you have strategies for retaining and imparting knowledge?
Do you have processes for updating knowledge?

Other areas of quality...

Have you recently won an award for quality?

Have you recently completed an educational initiative?
Do you have a career structure for quality personnel?
Have you recently employed quality personnel?

We want to ensure the highest calibre of papers at conference
and now ask that you submit an outline of your proposed 20
minute presentation to the conference committee. Your
proposal is to include all of the following: the author(s), contact
details, abstract (not more than 500 words), and an indication
of the industry sector(s) relevant to your presentation e.g.
health, food, manufacturing etc.

Please send your proposals to: helen.baines@nzoq.org.nz
before 4pm 15 February 2008.

Project Manager

- Conference
The Board wishes to announce
that Michael Voss has been
appointed to the position of
Project Manager - NZOQ
Conference. Part of his

role will be to help manage
conference activities.

For further information:
Michael@pyxis.co.nz




Entrepreneurs’
Divison

The objectives of the Entrepreneurs’ Division include to promote and
contribute to the science, understanding and practice of entrepreneurship
and to conduct and assist in research and investigations into the science and
practice of quality management, quality assurance and business excellence in
entrepreneurial activities;

In 2006 entrepreneurial activities sponsored by AOQ-QLD included:

- Providing sponsorship, mentors and judge for Griffith University
Innovation Challenge.

- Providing mentors (from the membership) for University students

« Providing presenters (from the membership) for Engineering and
Business programs at Universities (Undergraduate and Post Graduate)

- Partnering with Certification bodies for various activities

- Sponsoring and providing a judge for the Queensland Business Icon.

If you would like to be a member of this exciting new Division of AOQ-QLD,
please contact us at http://www.aoqg.org.au or telephone (+61) 7 3816 2255

BPIR.com -
Business Performance Improvement
Resource

e Benchmarking

e Best Practice

e Performance Management
e Business Excellence

o
% BPIR.com

Telephone: 07 3849 6460

Mobile: 0419 77 2926

Email: info@aoq.org.au

Website: http://www.bpir.com/AOQ Inc




- Contiruity
Forumm

Sharing knowledge, experience and promoting best practice in business continuity and disaster recovery planning

We are an active network of organisations that
share an interest in seeing that their business
continuity and disaster recovery plans are
resilient and continually reviewed.

Our goals:

*Provide a forum for discussion on business
continuity and disaster recovery
*Educate and inform members and the

business continuity community
*Encourage development and implementation
of business continuity plans

Our members:

A variety of blue-chip companies from:
Banking and Finance
Government
Security
Transport
Utilities
IT and Telecommunications
Manufacturing
Retail

Member benefits:

*‘Member and specialist meetings in Australia and New Zealand
-Conferences and Training
-Surveys and Benchmarking

*Resources and Member Support

Mark your diary with this quarter’s not-to-be-missed events!
Advanced Business Continuity Management Workshop: 6 February 2008, Melbourne
Testing Recovery Plans Workshop: 27 February 2008, Sydney

Crisis Management Workshop: 5 March 2008, Sydney

*** Business Continuity Conference: 18 March 2008, Sydney ***

Introduction to Business Continuity Management: 19 March 2008, Sydney

Testing IT Disaster Recovery Workshop: 27 March 2008, Sydney

Visit our website www.continuity.net.au for more information or email support@continuity.net.au to be added to our email alert list.



