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3rd International Environmental
Children’s Drawing Contest IQNet
improves your quality of life
worldwide Greetings

On behalf of the Organization | represent, IQNet, | would like to express my
sincere appreciation to all participants of the 3rd International Environmental
Children’s Drawing Contest for their valuable drawings.

Once again we have seen the environment through the eyes of the children from
all parts of the world, discovering their enormous interest to preserve the nature
and to live in harmony with it.

For the 3rd contest we have collected an enormous number of drawings (14,415)

coming from a remarkable number of countries (60): we are very satisfied by this
further success, which encourages us to continue to promote this initiative, which
represents a unique example in the world .

As we are the biggest International Association of Certification Bodies, we
believe that with this contest we can also be one of the biggest promoters of
the global environmental awareness, helping the new generations to pay more
attention to the importance of the nature and its protection.

This commitment is in line with our mission which is evident in our new IQNet
slogan: “IQNet improves your quality of life world-wide”. The quality of our life is
very strongly influenced by the surrounding environment and it represents one of
the first priorities for all IQNet certification bodies in their activities world-wide.

We have the wish to give to the entire world a remarkable contribution for a
better future. Thanks to all the young artists participating in the 3rd International
Environmental Children’s Drawing Contest we are confident to be able to achieve
a first significant result in this direction transmitting the love for the nature
expressed in their drawings to many other children and to many other persons
around the world. We will show these drawings in many exhibitions in various
countries. The aim is to enhance the world-wide environmental awareness.

We all - the children, the sponsors of this contest (IQNet and JQA) and the
supporter (UNICEF), will be able to contribute to save the nature and to prepare
the future generations to live in harmony with it.

Dr. Fabio Roversi
President IQNet

Dr. Fabio:Roversi
President IQNet




Management Certification
The International Success Story

For ages, testing of products was the only possible quality control. Products
were judged as being good, safe, reliable, useable etc. In the last few decades,
the definition of quality changed several times. The quality managers were faced
with new systems for quality control, quality assurance, quality management,
Total Quality Management (TQM), up to integrated management systems
combining quality management with aspects of environmental protection,
occupational health and safety, food safety, customer protection etc.

On 15 March 1987, ISO (International Standards Organization) issued the

first version of the 1ISO 9000 family for “Quality Management Systems”. This
standard had an unexpected worldwide impact on most economic areas.

It formed the generally approved basis for quality management systems

and saved costs through a substantial reduction of suppliers’ audits. The
precondition was that the organization could demonstrate to be in conformity
with the requirements of this international standard. This was the birth of many
certification bodies.

“Certified once - recognised everywhere” was the new requirement of the
industry and service providers. In 1990, leading European certification bodies
fulfilled this request by founding EQNet, which later turned into IQNet.

IQNet partners certified more than 160°000 companies in 150 countries,
which represents a worldwide market share of 30%. IQNet has a unique

mix of competence, multicultural and multilingual capability and professional
knowledge to operate in all organizations.

The success story of certification is still going on. In 2001, 15 years after the first
version of ISO 9001 had been issued, the number of management certificates
reached the highest growth ever.

Number of certificates worldwide

Standards Certificates Certificates Growth in 2001 | Growth in 2001
31-12-2000 | 31-12-2001 [Certificates] [%]

ISO 9001 ff | 408631 510’616 + 101’985 +25%

(Source: The ISO Survey of ISO 9000 and 14000 Certificates, 2001)

In addition, the new standard ISO 9001:2000 attracts more organizations in new
areas, e.g. banks, hospitals, communities, consultants, casinos, lawyers, etc.
This will lead to an even broader acceptance of ISO management certificates in
the near future.

The future of certification has started already. Global as well as local
organizations try to benefit from own experience as well as from the experience
of their certification bodies. They work on the global application of a single
quality management system or even on the implementation of an overall
multi-standard based management system. This allows the IQNet partners

to apply multi-site and combined certification schemes recommended by IAF
(International Accreditation Forum). IQNet is a liaison member of IAF.

Certification is based on confidence, knowledge and experience of certification
bodies and auditors and can benefit from a worldwide acceptance. IAF is
determined to build up confidence for the ISO 9001 certification and to eliminate
any practice which brings the conformity assessment system into dispute. The
Magazine “ISO Management System, March-April 2002” says: “|AF and its
members work tirelessly and continually to seek and destroy any activity which
would put at risk the confidence of industry and customers in the outcomes of
accredited activities.”

Hans Buser
Secretary General of IQNet

Hans Buser
Secretary General of IQNet




Qweb is alive and kicking

One year after the decision made in Athens by the IQNet General Assembly,
Qweb is taking off. The various pieces of the complex mosaic which is the heart
of the first international system for the certification of e-business web sites and
companies are all in place and the strict co-ordination among the IQNet Board of
Directors, the Secretariat and the Italian and German partners who originated the
project, allowed to set up everything on schedule.

According to the latest news e-commerce is increasing all over the world despite
some difficulties of the world-wide economy and one of the major problem faced
by consumers and companies is still the lack of confidence. Qweb is there to help
increase the on-line trust and confidence.

Based on three different levels of certification Qweb allows for a real growth of
companies into the net economy from the simple “one star” certification covering
the needs of B2C e-commerce, to the more appealing “two stars” and “three
stars” levels which address the expectations of fast growing companies wishing
to meet the most demanding requirements of security, privacy and software
validation and functionality.

Qweb is based on three pillars: the IQNet international technical specification for
web sites compliance, a package of ISO international standards (ISO/IEC 12119,
ISO 9241 together with ISO 9001 and ISO 17799), and the out of court alternative
dispute resolution system. The latter allows consumers and small enterprises
purchasing goods and services on-line to have a fast and low cost system of
settlement of legal disputes, completely working on-line.

As it happens in all business and particularly in certification the people are the
heart of the system. With this in mind and with the aim of having homogeneous
assessments all over the world IQNet has decided to prepare a unified central
training package for the Qweb system assessors. A few weeks ago the first
training course took place in Venice, ltaly. Ten persons representing eight IQNet
partners were qualified as Qweb assessors. The next official course will take
place in Seoul, Korea, at the end of October to cover the needs of the Far East
partners. Another course is scheduled in Europe at the end of this year and more
are to come next year.

The IQNet partners can now start operating with the Qweb certification system
as soon as their assessors are qualified.

All technical features are now in place. The central portal www.qwebmark.net
includes the list of IQNet partners operating in the Qweb system, the list of their
qualified assessors and, of course, contains the register of certified websites.

Last but not least the European Union, within the Information Society
Technologies (IST) programme, has granted Qweb a research fund for the further
development of the system and the training of 100 young graduates to become
“Qweb consultants” for small and medium sized enterprises in Europe. Five
IQNet partners are directly involved (Czech Republic, Greece, Italy, Portugal and
Slovenia) with the support of Germany and the IQNet Central Secretariat. Three
European Universities are the technical partners of the project: the Politecnico
(Technical University) of Milan in Italy, the Research Academic Computer
Technology Institute of Patras - Greece and the University of Porto (ISEP) in
Portugal.

Dario Agalbato

e-mail: aga@igq.it




Lsunching of PS8 100 2002 Staderd for

PSB: Maritime Industry =0
Certification s N
Helping the Maritime Industry
through QMET PSB 100:2002

(a PSB Certification - SMA venture)

Summary

PSB Certification of Singapore recently launched a certification scheme for

the maritime industry. Numbered PSB 100:2002, it is a Standard for Quality
Maritime Education and Training (QMET). It is designed to certify maritime
educational institutes to be in compliance with the provisions of section A-1/8 of
the STCW (Standards of Training, Certification & Watchkeeping for Seafarers)
code plus ISO 9001:2000 requirements.

Designing the Standard has been the result of using the PDCA (plan-do-check-
act) cycle, which SMA (Singapore Maritime Academy) learnt by developing

its quality management system for ISO certification. This article intends to
highlight the process SMA and PSB Certification used to develop an education
specific ISO standard that also satisfies the requirements of STCW.

Subir Mukerji, Quality Manager

Singapore Maritime Academy, Singapore
for PSB Certification

( Follow the complete article )




The Response: Working with the new Standard gave ideas to SMA as to how to
address the problems and reservations raised by the staff. Though the process
based approach appealed to them, they reckoned re-wording the main clauses
differently could suit the educational system very well. Along with that, the sub-
clauses could also be modified to highlight the educational processes.

That’s when SMA thought of approaching PSB Certification to see if such
modifications were possible. When asked if it was possible to have an ISO
Standard specifically for Education, they enquired why did one need it when ISO
was designed for the service industry? When told of how SMA had gone through
the process of using ISO and were now contemplating on how the new system
could be used for education, PSB Cert. said after some thought, that there was
no reason why there couldn’t be one. That was very encouraging and to hear
that the car industry and the environment and health (ISO 14000 and ISO 18000)
already had their own ISO Standard was even more so.

When asked if they would consider having a Standard on Education they were
initially a little hesitant. On explaining the needs of the maritime sector, in terms
of STCW and ISM, they agreed to allow SMA to table a paper which if found
feasible and practical, would allow them to consider the suggestion. That was
the 'Green signal' SMA was waiting for!

Designing QMET was done after studying SP Academic Quality Documents,
STCW requirements, the ISM code and the new ISO 9001:2000 Standard. It has
been designed to take care of all the shortcomings that were raised earlier by the
staff members. The main changes include:

[0 Terminology used has been made education specific.

[0 The main clauses have been re-titled to read: Management Responsibility,
Resource Management, Course Realization and Evaluation & Improvement.

[0 The sub-clauses have been made education process specific.

O QMET audits will include the requirements of ISO, Academic, STCW and
ISM.

[J Audits will be done only once a year.

[0 The auditing team would require having an experienced educationist. Where
only one auditor is required, the auditor shall be an educationist as far as
possible.

[0 To help designing the Quality Management System and/or for referencing, a
mindmap of the whole process has been provided on page 5.

To be maritime specific, the ISM requirements on safety and health have been
added as sub-clauses under Resources (divided into human and physical). This
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is also expected to help the staff teaching ISM requirements to highlight to
students how a Quality System is followed in an educational institute. Finally, a
comparison checklist showing how each clause of the ISO 9001:2000 was
addressed has also been included. Furthermore, tables on definitions and
comparative words used in different Academic Institutions have been listed to
make it more user friendly.

The Standard was officially launched in Singapore on 26 April 2002 as QMET-
PSB 100:2002.

Conclusion: In retrospect it can be said that SMA followed the PDCA cycle in
developing the QMET:

The section on ‘Background’ was where they ‘established the objectives and
processes necessary to deliver results in accordance with customer
requirements and the organization’s policies’ was the -- PLANNING Stage.

The section on ‘Certification’ was the ‘understanding and implementing part’ i.e.
the

-- DOING Stage.
‘The Experience’ section was when they ‘checked and monitored’ what they had
developed and were using, as the -- CHECKING Stage,
and finally:
‘The Response’ section was the -- ACTION Stage

as the ‘development of QMET".

This also highlights SMA’s endeavour to emphasize their approach for ‘continual
improvement based on objective measurement’.

Finally, in developing the Standard for Maritime Education and Training, PSB
Cert. and SMA reckon that the Standard stands to provide a potential and viable
framework for an effective Quality System for all maritime institutions. It could
help institutes which need a quality system, or are in the process of changing
over from 1ISO 9001/2:1994 to the new ISO 9001:2000. Furthermore, it may
constitute a springboard for establishing a meaningful regional or international
dialogue in the area of Quality Assurance for Education.
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The following is the PDCA cycle mindmap used by SMA.

Quality Maritime Education & Training
(SMA - PSB venture)

A P YWhat were we doing before?

Background YWas anything wrong?

\ What got us thinking?
l ‘ Why 150 was selected?
|

Why ‘Clauses’ couldn't be
more education specific?

Discussions with P50
Designing QMET
Ivlain changes
Linking to ISM regs.
Launching of QMET
Could this lead to anything

Negional or Intemational?

1 Our Response )

Interpretation of Procedures?
Effect of uging "Shall’ & MiCs?
Effect of Checks' on
Peer relationships?

Auditors’ understanding
of Educational process?
Appreciating system

and using it to improve?
Where was the problem?

What got us thinking when
working with 150 S001:20007

Understanding the "Standard’

Deciding what ‘FProduct’,
‘Customer’, etc. meant

Writing Procedures

% Developing understanding
and commitment

Achieving 150 Cerificationll

Our Experience

A

__ Certification

(from: “Quality Maritime Education & Training, SMA-PSB venture”
as presented at 1% National Congress on Maritime Education & Training
Manila, Philippines, 4"-5" July 2002)

by
Subir Mukeriji, Quality Manager
Singapore Maritime Academy, Singapore
for PSB Certification
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interactions between the system components themselves and of how the system
as a whole interacts with its surroundings. This understanding is essential if we
are to achieve effective change.

The weakest link in the chain

With his “Theory of Constraints” (TOC), Eliyahu Goldratt made a deceptively
simple conceptual contribution to this understanding of systems. He employs

a chain or a network of chains as an analogy for the processes within an
organization. The capability of a chain to transfer power is restricted by the
strength of the weakest element of the chain. If one wishes to increase the
performance capability of the chain, it is precisely at this point that this may

be achieved. It is certainly possible to strengthen all the other elements in the
chain in a similar manner, but this will not produce any improvement in the
performance capability of the chain. Only by strengthening the weakest element
is it possible to improve the overall performance.

An efficient process of continual improvement

If one transposes this conceptual approach to organizations, there is similarly
in this context always precisely one process which represents the limitations
(constraint) restricting the overall performance of the system. It would therefore
be sufficient to identify precisely this component of the system and to improve
it, in other words to eliminate the current restricting factor, in order to achieve an
improvement of the overall performance. If one subsequently repeats the steps
of identifying and eliminating the current restricting component, one arrives by
successive actions at the continuous improvement of the overall performance
of the system. Such an approach at the system level is identified by ISO 9004
as the process of continual improvement. The exclusive concentration on the
current restricting factor at any given time has two decisive advantages: on the
one hand, one achieves the greatest possible success with the lowest possible
expenditure of resources, on the other hand, one obtains precise information
about exactly which influences the individual components of the system have
on the overall performance, by always changing just one component at any one
time. By applying these methods, it is also possible that one may, incidentally,
come to a different view concerning the question of which of the organization’s
processes are really important.

TOC and TQM - complementary concepts, not competitors

The experience of many organizations shows that the introduction of Total
Quality Management (TQM) is a long-term process which may require several
years before tangible results can be demonstrated. Even the prize winners of the
European Quality Award complain that uninformed managers want to see short-
term results, which is, strictly speaking, impossible to achieve with the TQM
approach. However, for many organizations the decisive question is whether
their company’s situation allows them such a luxury as time. The Theory of
Constraints (TOC) and TQM are not mutually exclusive. It is rather the case that
the TOC occupies a position which TQM has never adequately filled - namely
how improvement efforts can best be gathered together in order to achieve

the maximum immediate effect. If one links the TOC in an effective manner

with TQM, it can soon be demonstrated that TQM and significant short-term
successes are not mutually exclusive. The traditional tools of TQM are therefore
not out of date, but instead the TOC can produce suggestions pointing to when
and how each of these individual approaches can be implemented with the most
beneficial effect.

Dr. Barbara Moos
Product Manager 1ISO 9001:2000




DQS: Experience with IBEC

The custom tailored path to business success

The basis for continued business success is an excellent management system,
characterized by the effectiveness and efficiency of being strictly focused

on results. But that leaves the question of just which factors characterize an
excellent management system and how to accomplish their implementation in an
organization unanswered.

The criteria and evaluation elements of well-known Excellence models offer a
variety of possibilities. They can serve both as a guideline or an instrument for a
systematic self-evaluation. There is a lot of potential in using them as a guideline,
provided the model criteria have been examined and interpreted for their
relevance, even as a success factor, in light of the specific business situation.

In the area of partnerships, for example, the focus lies on designing a
cooperation with external organizations in such a way as to create a win-win
situation in partnership. The decisive factor here is how the different core
competencies can lead to added value for the company. There are several
possibilities:

- identify key partners and possibilities for strategic partnerships in accordance
with company policy and strategy;

- structure partnership relations to achieve and increase added value;

- create value adding partnerships in the chain of supply;

- ensure cultural compatibility and exchange know-how with partner
organizations;

- support each other in the development of projects;

- develop and support innovative and creative thinking by way of partnerships

- use cooperation to achieve synergies which improve processes and add value
to the customer/supplier chain.

Individual approaches are deduced and converted into processes, methods and
tools. A well-founded evaluation of the performance ability of the entire system
or single criteria is made possible by the systematic assessment of the approach
used and the results attained. Thus, a fast and transparent prioritization of
improvement potential is achieved and the focus on success factors in the
company supported.

International standards such as the ISO 9001 series also include aspects

which can help a business to achieve good performance. That is why certified
companies already have a good basis. The IBEC procedure joins the various
viewpoints of Business Excellence models with the standards requirements, thus
building itself on top of the existing management system in the company. The
basis for IBEC assessments is an evaluation in accordance with an Excellence
model (i.e. EFQM), which includes an evaluation according to some standard

- based on a certification. Commencing with the strategy and goals, the company
model, processes and methods will be questioned and evaluated. The success
factors will be reflected constantly in both the strengths and improvement
potential. The assessment is planned and developed individually; with this
integrated analysis, the company is consequently attended in the direction of
Business Excellence.

Starting this year, DQS awards successful companies with a DQS certificate in
three levels. To be thus recognized, performance needs to be achieved by using
and implementing the principles of Business Excellence. A description of the
categories can be found on the internet at www.dgs.de, item Services/QM.

Companies who believe in their ability to perform and who have not only the
desire, but also the drive for success, move forward from thinking to acting. IBEC
is a custom-tailored concept for sustained business success.

Karin Weigand - Product Manager
DQS GmbH, Frankfurt am Main - karin.weigand@dgs.de




AENOR accredited for aerospace
prEN 9100

AENOR gains the Accreditation to issue certificates according
to the prEN 9100, Aerospace series Quality Management
Systems Requirements.

AENOR, has been the first Certification Body in Spain and one of the first on

an international level which has obtained the accreditation to issue certificates
according to prEN 9100, Aerospace series - Quality Management Systems
Requirements. This accreditation has been granted by the Spanish Accreditation
Body (ENAC), in July 2002.

AENOR, in the way to be faithful to their commitment to give answers to the
market needs, continues maintaining its national leadership in the systems
certification area, incorporating this accreditation to its wide range of accredited
certification services.

Luis Miguel SANZ VILLOREJO

Development Assistant Manager

Division of System Certification Quality, Safety and Environment
AENOR

( Follow the complete article )




ALUMINA: ISO 14001 certification
for Aluminium producer

The requirements of the international markets, the commitments with the
environmental protection and the desires to continue helping the economic
and social development of the country, have led ALUMINIO NACIONAL S. A.
“ALUMINA” to look for and offer quality in their products and in the protection of
the environment.

Proof of this is in the acquirement of the ISO 14001 certificate, where resources
were destined to obtain this important recognition. The first stage was the
sensitivity, simultaneously with the work of the environmental committee which
evaluates the requirements of the law called for by the C.V.C. (Corporacion
Autdnoma Regional del Valle del Cauca), also evaluating the different areas

of the environment, such as air, water and soil. The management of the
environment has represented a change in the company’s culture, as only through
human awareness can the environment be protected. One of the most important
aspects is that ALUMINA’s raw material, aluminium, is 100% recyclable, thereby
avoiding the pollution of the environment and permitting the re-use of the material
without losing its properties.

“ALUMINA” generates an average of 500 jobs, exports to the U.S.A., Central
America, Peru, the French Caribbean Islands and Ecuador, has the capacity to
produce 20.000 tons of aluminium per year, which has various uses in industry,
construction and domestic areas. In addition, every day the raw material as well
as ALUMINA'’s finished products gain more coverage and recognition.

The production processes for ALUMINA’s products have quality certificates which
have allowed to conquer the national and international markets by means of
environmental protection.

The Occidental Bank awarded “ALUMINA” with the Employers’ Honourable
Mention: The National Ecological Prize “Blue Planet” V-Convocation 2000-
2001, as recognition for the quality and care of one of nature’s most important
resourses for life: “Water”.

ICONTEC - Colombia




Fundacion Clinica Valle del Lili: ISO
9001:2000 Certification for health
services provider

A regional endeavor with international projection

Fundacion Clinica Valle del Lili, a not-for-profit organization and a highly
complex health services provider in southwestern Colombia, has become reality
thanks to the generosity of the local community. Our commitment to service

is embodied in our quality pledge “Excellence in health at the service of the
community”, which reflects our efforts enclosed within the highest ethical and
quality standards.

In December 2001, after less than eight years in operation at our present
location, we succeeded in achieving an outcome-based quality management
model; in recognition, we were granted a Certificate of Quality Management
under ISO 9001:2000, for our Emergency Room, Diagnostic Imaging, Clinical
Laboratory and Blood Bank Services.

The enriching experience acquired during the certification process has led to
understanding that:

1. Leadership by management is the key to a successful result.

2. Participation by co-workers from every level facilitates materializing a quality-
focused organizational culture, that promotes personal and professional growth

3. Involvement in an insightful, constructive and resolute effort rises a strong
sense of pride and ownership by the people affiliated with the organization,
generating an enduring drive for continuous improvement.

4. Our clients have voiced their satisfaction through frequent and well organized
feedback mechanisms, granting us acknowledgement and increased confidence
in our high quality service.

5. The process results on the redesign and strengthening of a quality system
meant to evaluate, measure and follow-up operation results concentrating on
objective outcomes and customer satisfaction.

6. There is a better understanding by all members of the institution, of their role
in becoming part of the alliance to provide a superior service.

Excellence is our aspiration; we see it as an “accessible utopia”, as an undying
drive to achieve the next new goal, making us better than before, although never
good enough for our own ambitious standards.

The certification brings about a welcome recognition, reaching beyond national
borders, and a deep satisfaction for a job well done. The real award is the better
understanding of our role in the overall endeavor, the supplementary value that
the added effort lends to the final result, in a way that, although exceeding an
objective measure, is clearly perceived by our customer.

However, the real challenge is to maintain the commitment alive in a permanent
way, to render it as a self-sustaining ascending spiral, to reach higher and higher
into the gratification of furnishing excellent service.

The ultimate satisfaction is our confidence in that the first-rate outcome is
translated directly into the well being of the very same community that gave us
birth.

ICONTEC - Colombia

Percentage of “Excellent”,
“Good”, “Regular” and
“Deficient” evaluations by
our Customers:

Medical Services:

MEDICAL SERVICES
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M-CUMULUS of MIGROS: First SQS
certificate for Goodpriv@cy

Migros was founded in 1925 as an Aktiengesellschaft (company limited by
shares). In 1940 it was converted into a co-operative association. The founder’s
aim was to give the Swiss population access to high quality products at low
prices. This objective remains the same today. Migros is not just a supermarket
chain but more of a Swiss institution which is rooted and embodied within

the Swiss population. Since it was founded Migros has expanded its areas

of business and significantly diversified. It now operates in a wide range of
business areas for example in training (Migros colleges), culture (Migros sets
aside a percentage of its sales as support for cultural aspects) and the leisure
area. In addition to a travel company it also owns a chain of service stations and
a bank.

M-CUMULUS, the certificated bonus programme from Migros In 1997 Migros
launched M-CUMULUS, its customer loyalty programme. Within 2 weeks

more than 1 million households (out of the total 2.8 million Swiss households)
had joined the programme. When they registered, the participants gave M-
CUMULUS permission to use the data collected for marketing and statistical
purposes. Up to the end of 2000 the (socio-demographic) data on the
registration form, the store location as well as the sales generated were used as
a basis for analyses and the marketing activities.

Since the beginning of 2001 M-CUMULUS has also been able to access the
product data which provides for more detailed analyses and customer targeting
on a direct and needs-orientated basis.

On 15 August 2002 the Migros-Genossenschafts-Bund became the first
company to be awarded the GoodPriv@cy data protection certificate for its M-
CUMULUS area as result of the successful certification audit.

GoodPriv@cy is a seal of quality which was developed by SQS and its partners
Safe+Legal AG, Berne as well as RM Risk Management AG, Zurich. This tri-
partite body is the proprietor of the GoodPriv@cy label.

The data protection certificate confirms that M-CUMULUS handles customer
data securely and in accordance with the Data Protection Act. The assessment
of the processes by the independent and well-known firm of SQS gives the sort
of backing to M-CUMULUS and Migros that critics are likely to find more difficult
to undermine.

SQS - Switzerland

( Follow the complete article )




