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Unit summary
As Chief Executive Officer, you have a primary role insuring that quality is maintained throughout your company. This involves a number of activities, the most important of which are presented in this unit. 
2.1 Promote your quality policy

The success of your company depends on delivering products and services of the highest level of quality. As CEO one of your primary functions is to establish a quality policy, to involve your employees in realising this, and to make sure that your suppliers and your customers are aware of it.
a. Present your annual quality policy to your employees, your suppliers and your customers.

b. Seek to raise quality consciousness among your employees.

c. Involve your employees in making quality improvements: encourage QC circles and suggestion schemes.
2.2 Establish a clear organizational structure
As CEO you are responsible for the overall organisation of your company. This involves four key actions:

a. Draw up a company-wide organisation chart: outline the organisational hierarchy of your company from senior managers to the lowest workers in each department.

b. Define clearly the tasks to be carried out by each department.

c. Define the responsibility and authority of each employee.
d. Set up a company standardization system to establish and maintain standards for all the tasks in the company.
2.3 Deal with critical issues

Identify the critical issues facing your company, and put someone in charge of dealing with each of these. This issues will arise particularly in the planning, design and development of new products, and in production, inspection, sales, and serving.

2.4 Satisfy your customers

Your company quality policy will only be meaningful if it satisfies its customers. There are three primary actions to take to achieve this:

a. Make sure that you really understand what your customers want.

b. Set up clear procedures for handling customer claims. 

c. Set up a system for analysing customer claims. 
d. Communicate your quality policy to your customers.
2.5 develop your employees

The environment in which your company does business is constantly changing. To ensure that your employees have the skills to respond flexibly to these changes, and to maintain the highest level of quality in their work, you need to have a good human resources development programme. This should include management training and intrinsic skills training, and education in quality control. And you should also support quality control education in.your partner companies.

2.6 Carry out regular quality audit

If your company is to build up a good quality system, you must carry out regular quality audit to determine whether:
a. The quality activities are being carried out as planned.

b. They are achieving the planned results.

c. They are being carried out as effectively as possible.

d. They are suited to achieving their objectives.

2.7 Carry out a periodic internal quality control diagnosis

To have a good understanding of the status of your company-wide quality control system, you must carry out a periodic internal quality control diagnosis of each department. Form a top-management team to visit each department and check: 

a. Whether the department understands the basic concepts of quality control.

b. Whether it has implemented them in its daily tasks.

c. What has been achieved. 
2.8 Prepare quality control manuals

Quality control manuals are the basic documents that your company will use to implement company-wide quality control. They contain the quality control rules, inspection rules, technical standards, product standards, operation standards, and other rules and standards for the assurance, maintenance and management of quality. 

2.9 Establish quality control in non-manufacturing departments

Quality control is not just for manufacturing departments. If you are to have real company-wide quality control it must also be introduced in non‑manufacturing departments, e.g. sales, administration, and research and development. 

2.10 Cooperation with universities and research organizations

Your company my decide that it wants to develop new products or materials, but may lack the capabilities of basic technology, testing and measurement facilities, and engineering employees, that are needed to do so, especially by a given target date. However, you still have one option: to cooperate with outside research organisations and universities in joint research and development. 

2.11 Strengthen your international competitiveness

With increasing trade liberalisation, the countries of the world, both industrialised and developing, are producing similar products and services. In this international market it is essential that you be competitive in quality, cost and delivery time.

Learning tools

The RADAR questions

As you read each text you will discuss how it could be applied in your company. The RADAR questions will help you to focus this discussion: 

R- Are these ideas relevant to my company?

A- How would I apply each of them in my company?

D- What difficulties might I meet and how would I overcome them?

A- Are there any additional actions that I might take that are not mentioned in the text?

R- What resources would be needed, what would these cost, and how could they be acquired?

There will of course be some discussion point where not all of these questions will be applicable.

The 6-Point Structure

After you have discussed the ideas in the text, you write an action plan in which you present practical proposals for implementing the conclusions you have reached in your discussion. The 6-Point structure will help you to write your action plan:

1. Problems: Problems you have in your company in the area you have just discussed.

2. Proposals: Your proposals for improvement.

a. Be specific and concretes.

b. Include an implementation plan, with a time schedule and minimum and optimal implementation Targets.

c. Refer to any forms, charts, tables etc. that you would use, and include samples in an appendix.

3. Obstacles: Obstacles to implementation in employee attitudes, company organization and culture etc., and how these could be overcome.

4. Resources:
a. The resources required: funds, equipment, materials, man-hours, expertise etc.

b. The resources available within the company.

c. Any resources that would have to be found outside the company.

d. Alternative that could be used to cover any shortfall in resources

5. Assessment: Ways of assessing the results of implementing these proposals.

6. Benefits: The benefits your proposals would bring.
2.1 Promote your quality policy

Introduction
1. The success of your company depends on delivering products and services of the highest level of quality. As CEO one of your primary functions is to establish a quality policy, to involve your employees in realising this, and to make sure that your suppliers and your customers are aware of it.
a. Present your annual quality policy to your employees, your suppliers and your customers.

b. Seek to raise quality consciousness among your employees.
c. Involve your employees in making quality improvements: encourage QC circles and suggestion schemes.
Present your quality policy 

2. Your long-term management policy must include your quality policy, in which your company clearly sets out its approach to quality. Deploy your quality policy throughout your company, to suppliers of parts and materials, and to customers and other stakeholders. Have each department establish and implement its own quality policy on the basis of this policy.
3. To present your quality policy:

a. Prepare a clear statement of your basic quality policy.

b. Hold meetings with question and answer sessions to explain this policy to your own employees and to those of your partner companies, and make sure that everyone understands it. Pay special attention to employees in sales and services, since they are the front-line people representing the image of the company

c. Give all employees cards with the basic points of the quality policy, which they can carry around for easy reference.

d. Promote QC Circles and other study meetings to teach concrete methods for deploying the policy.

e. Communicate the quality policy clearly to customers in order to gain their long‑term confidence.

f. Seek to create the kind of workplace where everyone is motivated to put the quality policy into practice. 

Figure 2.1a Drafting a long-term management policy and an annual policy 
[image: image1.emf]
(See Unit 1 for more detailed guidelines on developing and deploying policies,)
Raise quality consciousness among employees

4. To raise quality consciousness among your employees, there are a number of further actions that you can initiate:

a. Have your quality policy expressed in slogans that employees will easily understand, and put up in locations where everyone can see them. 

b. Encourage employees to think up mottos for quality improvement, and present prizes for the best at a meeting of all the employees. Subcontractors and cooperating factories may also create mottos.

c. Host frequent meetings in each factory and worksite to announce achievements in quality improvement.

d. Participate in these meetings, and thank the employees personally. Most importantly, managers should listen to what everyone has to say, and stay till the end of the meeting. 

e. Combine the improvement proposal system with other quality improvement activities in the workplace. This means that the effects of quality improvement can be evaluated in monetary terms.

f. Encourage employees to participate in national events as a way of increasing both their quality consciousness and their confidence in their quality activities.

g. Consider awarding more prize money to QC groups than to individuals for those proposals which lead to improved quality.

Involve employees in making improvements: encourage QC circles and suggestion schemes 

5. QC circles are an effective way not only for employees to raise their quality consciousness, but also to put it into practice. QC circles are small groups of front-line workers who meet regularly to try to improve the quality of their work. In general their approach is problem-based. They identify problems in their workplace, usually related to product quality and referred to as ‘themes’, and together they set about finding a solution. They use quality control concepts and techniques, and try to be creative in seeking solutions. They can be a very good source of quality improvements, and should be actively encouraged.
a. Establish a promotional secretariat to recognise and encourage QC circle activities.

b. Participate in company-wide quality control meetings, QC Circle conferences, case study presentations, QC Presentations outside the company, listen to the employee presentations, ask questions, make comments and provide encouragement. 

c. Always stay to the end of any conferences you attend.

d. Keep up to date with QC activities and have their achievements displayed, preferably numerically so that the extent of improvement can be clearly recognised.

e. Contribute articles to in-house journals on quality control, speak positively abut quality control in interviews, comment or give awards at quality control conferences, 

6. In addition to the specific problems that QC circles seek to solve, the circles can also be a source of more wide-ranging suggestions for improvement. To facilitate this, set up a suggestion system in which employees can put forward proposals for improvement in the areas of workplace safety, and quality and productivity improvement, and adopt whatever good suggestions are put forward. To introduce a suggestion scheme:

a. Treat the suggestion scheme as an official company system.
b. Establish a company-wide secretariat to promote the suggestion scheme.

c. Assess suggestions at least once a month, award prizes, and implement good suggestions. 

Figure 2.1b Example of a suggestion sheet.
[image: image2.emf]
(See Text 4.6 and unit 10 for more detailed guidelines on QC circles and Text 4.5 for suggestion scheme)
DISCUSSION

The following questions ask you to think about how the ideas in the text could be applied in your company. Some of the ideas may not be relevant to you. Concentrate on those that are relevant. Keep notes of your conclusions - you will need them to prepare your Action Plan afterwards. Where appropriate ask yourself the RADAR questions: 

Note: Always include in your discussion any examples referred to in the text, if you feel these are relevant to your company.

a. Parag. 2: If your company already has a quality policy, how adequate do you think it is. If you do not have one, what benefits do you think such a policy would bring.

b. Parag. 3: Apply the RADAR  questions to these guidelines for presenting your quality policy. 

c. Parag. 4: How aware are your employees and suppliers of the importance of quality? To what extent do you feel this awareness needs to be raised? Give some examples of areas where there is a need for greater quality consciousness.

d. Parag. 4: Apply the RADAR questions to these suggestions for increasing quality consciousness. 

e. Parag. 5: Do you have QC circles in your company? If so, do your managers encourage QC circle activities? What benefits would their more active participation bring? 

f. Parag. 5: Apply the RADAR questions to these ways to encourage QC circle activities. 

g. Parag. 6: Does your company have a system that allows employees to make suggestions for improvement? If so, how successful is it? If not, how useful do you think such a scheme would be?

h. Parag. 6: Apply the RADAR questions to these proposals for introducing a suggestion scheme. 

ACTION PLAN

Take the ideas you have found useful in text, and in your discussion, and present them in a well-structured action plan for introducing improvement in your company. You might like to follow the 6-Point Structure. Alternatively you may choose to prepare one action plan when you have discussed several texts.

2.2 Establish a clear organizational structure
Introduction

1. The CEO is responsible for the overall organisation of the company. This involves four primary actions:

a. Draw up a company-wide organisation chart: outline the organisational hierarchy of the company from senior managers to the lowest workers in each department.

b. Define clearly the tasks to be carried out by each department.

c. Define the responsibility and authority of each employee.

d. Set up a company standardization system to establish and maintain standards for all the tasks in the company.
Draw up a company-wide organization charts 
2. The company-wide organisation chart should show the functions and responsibilities of everyone from senior managers to the lowest workers in each department, and the instructional and procedural routes that connect them. To prepare an organisational chart:
a. Management instructs the personnel department to draft an organization chart. The personnel department does so, obtains approval of the draft chart from the board of directors, and makes the chart available to all the different departments.

b. The departments give the personnel department their feedback. The personnel department then revises the chart, gets it approved by the president, and issues it with the president’s approval stamp and the date of issue.

c. The chart shows clearly the names of those responsible in each department.

d. Any organisational changes affecting the chart should be communicated quickly and accurately to all employees, and a record kept of these changes. 

e. Remember that the inspection department and the quality assurance department assure quality to customers on behalf of the president. These departments are often independent of the manufacturing, engineering and design departments and are supervised directly by the president.

f. The format of the chart should be one that outsiders can easily understand, so that it can be presented to stockholders and customers, and used as public relations materials.

Figure 2.2a Organization chart 

[image: image3.emf]
Define the tasks to be carried out by each department
3. The tasks of every department in the company must be clearly defined: task criteria must be specified for each one. Some of these task criteria will be common to all the tasks carried out in the company, e.g. giving attention to safety, while others will be specific to a particular task. 
4. To draft task criteria:

a. Management clarifies in writing the basic policies which will determine the task criteria. (See unit 1 for guideline on developing and implementing policies.)
b. Management specifies in writing the tasks of each department, with their task criteria (both the criteria common to all tasks and the criteria specific to each task). 

c. Each department checks that its tasks match the actual tasks in its workplace.

d. If the department is not doing these tasks, or if it is doing other tasks which are not specified, it should submit a report requesting a correction.

e. The scope of the tasks should be specified in writing as clearly as possible.

f. Any work-related matters that are needed to implement the tasks should also be put in writing: instructions and orders, judgments, and the drafting of reports.

g. The procedures for carrying out random checks, and periodical reviews and revision of task criteria should be determined.

h. The personnel concerned should check for duplication and omission of interdepartmental tasks.

i. The task criteria should be simple and easy for employees to understand.

5. When deficiencies are found in the task criteria they should be revised and updated: 

a. The personnel concerned consult with each other and quickly carry out revisions. The revisions are then approved by the related departments and distributed.

b. Department managers quickly communicate the revisions to subordinates to ensure that they know what exactly their tasks are.

Establish rules for the periodic review and, when necessary, revision of task criteria; always keep written records of changes.

Define the responsibility and authority of each employee 
6. Each employee must know exactly what authority and responsibility they have. Management should draw up rules which will clearly define this for the job of every member of every department. They should also prepare plans and define responsibilities for emergencies.

(Authority is where someone has been officially given the right to do something, to make a decision, or to give instructions. Responsibility is where someone is given the duty of carrying out a task or seeing that it is carried out. Authority and responsibility often go together but not always.)
7. The rules for job authority are drafted in two different documents. One gives the general rules which apply to the whole company. The other gives the department‑specific rules which differ according to position and workplace. These may be integrated in smaller companies. The general company-wide rules may be introduced by the general affairs department. The rules are subject to consultation and review by the related departments, and are approved by the board of directors before being enforced. Rules should be reviewed periodically.
8. The rules for job authority document that scope of responsibility and authority for the job of every employee of every department throughout the company. They describe how the employees doing each job should be managed, and prepare plans and define responsibilities for emergencies.

Figure 3.3b Rule for job authority

Figure 3.4a Rule for job authority: acceptance inspection

Figure 3.4b Rule for job authority: soldering work
9. Management should check from time to time whether the rules for job authority are being enforced correctly. It should put the results in writing and distribute them to the personnel concerned. A special audit should be made of certain functions, especially finance, personnel management, safety, preventing public nuisance, and avoiding damage to the environment. When such an audit is requested by in‑house employees or outside stakeholders it should be carried out promptly, documented and a report written up.
10. Note in particular that: 

a. The authority for payment of money should specify the maximum amount that this authority covers.

b. The authority for personnel management and for imposing penalties should be minimized in order to maintain good relationships in the work‑place.

Set up a company standardization system 
11. Company standards set out the correct procedures for the purchase, manufacture, inspection, control, and sale of materials, parts and products. You should set up a company standardization system, managed by a quality control promotion organization, to ensure that standards are established correctly for all the tasks in your company, and that standardization becomes firmly rooted. To do so:
a. Establish rules that specify the procedures for writing, reviewing, approving, distributing, and implementing original drafts, and for documenting these in a way that is easy to access.

b. Document jobs and tasks in the order of the actual work flow and summarize all the relevant issues. Have these drafts reviewed by a review committee.

c. Be sure to harmonize department‑specific rules with rules of a higher level, such as company-wide rules.

d. Establish rules for the periodic review of standards, and revise and abolish those that are no longer appropriate.

e. Keep rules and standards as simple as possible, and the number of them as low as possible.

Figure 2.2b Organisation for standardization 
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(See Unit 8. for detailed guidelines on standardization.)
DISCUSSION

The following questions ask you to think about how the ideas in the text could be applied in your company. Some of the ideas may not be relevant to you. Concentrate on those that are relevant. Keep notes of your conclusions - you will need them to prepare your Action Plan afterwards. Where appropriate ask yourself the RADAR questions: 

Note: Always include in your discussion any examples referred to in the text, if you feel these are relevant to your company.

a. Parag. 1: Does your company already have an organization chart? Draw an outline of it and show it to the members of your discussion group. How useful is it? How could it be improved?

b. Parag. 2: Apply the RADAR questions to these guidelines for drafting an organisation chart. 

c. Parag. 3: Are the tasks of every department in your company clearly specified? Does every employee have clear instructions as to what they should do? If not, how would introducing task criteria help your company or department?

d. Parag. 3: Give a few examples of what could be typical task criteria common to all tasks in your company.

e. Parags. 4 and 5: Apply the RADAR questions to these guidelines for drafting and revising task criteria.

f. Parag. 6: Would you say that every employee in your company knows exactly what authority they have and what they are responsible for? Is there any need for improvement in this area?

g. Parag. 7: What would you include in a sample rule for job authority for typical job in your company?

h. Parag. 7: Is your company of such a size that the general rules and the department-specific rules can be integrated?

i. Parag. 9: Apply the RADAR questions to these guidelines for enforcing the Rules for Job Authority. 
j. Parag. 10: Are these two points also applicable to your company? Why?
k. Parag. 11: Does your company already have a company standardization system? If not, what benefits do you think it would bring? If it does, where do you feel it could be improved?
l. Parag. 11: Apply the RADAR questions to these guidelines for drafting company standards. 
ACTION PLAN

Take the ideas you have found useful in text, and in your discussion, and present them in a well-structured action plan for introducing improvement in your company. You might like to follow the 6-Point Structure. Alternatively you may choose to prepare one action plan when you have discussed several texts
2.3 Deal with critical issues
1. Identify the critical issues facing your company, and put someone in charge of dealing with each of these. These issues will arise particularly in the planning, design and development of new products, and in production, inspection, sales, and servicing. They will cover a wide range of business activities and will all be related to improving quality.
2. Ensure that control problems in particular are reported and handled correctly. Make clear the authority of those responsible for solving these problems so that there will be no conflict between different departments.
3. To identify, fully understand and deal with important issues, take the following actions:
a. When various indexes of management (ways of measuring management) are found to be worse than those of other companies in the same industrial sector, investigate the possible causes and plan countermeasures. 

b. Compare your company with foreign companies as well as with domestic companies. In this age of trade liberation, it is important that you compare your levels of quality and prices of those in the international marketplace.

c. Use specific points of comparison, e.g. in sales, compare the results of each salesperson with their counterparts in the comparing companies, rather than compare the achievement of the whole company with other companies. Compare and analyze the positive and negative factors to see if there are any problems. 
d. Hold periodic meetings of senior managers from each department, consider everyone’s opinion and get all the relevant information.
4. When you are appointing someone to be in charge of an issue:
a. Choose someone with leadership and decision‑making skills. 

b. Give them clear instructions, and delegate appropriate authority to them. Pass these instructions on to everyone involved, and not just to those you have appointed.

c. Establish and document procedures for handling and reporting any abnormal situations which fall outside the designated scope of authority. Management must always be alert for quality related issues wherever they may arise in the market.
DISCUSSION

The following questions ask you to think about how the ideas in the text could be applied in your company. Some of the ideas may not be relevant to you. Concentrate on those that are relevant. Keep notes of your conclusions - you will need them to prepare your Action Plan afterwards. Where appropriate ask yourself the RADAR questions: 

Note: Always include in your discussion any examples referred to in the text, if you feel these are relevant to your company.

a. Parag. 1 What are the major issues in your company? What general approach does your company take to dealing with major issues? Where do you feel there may be need for improvement here?
b. Parag. 2: What are the main control problems that your company has to deal with? How well are the dealt with? Where is there a need for improvement?
c. Parag. 3: Apply the RADAR questions to these guidelines for dealing with the important issues.
d. Parag. 4: Apply the RADAR questions to these guidelines for putting someone in charge of important issues.
ACTION PLAN

Take the ideas you have found useful in text, and in your discussion, and present them in a well-structured action plan for introducing improvement in your company. You might like to follow the 6-Point Structure. Alternatively you may choose to prepare one action plan when you have discussed several texts
2.4 Satisfy your customers

Introduction
1. Your company quality policy will only be meaningful if it satisfies its customers. There are three primary actions to take to achieve this:
a. Make sure that you really understand what your customers want.
b. Set up clear procedures for handling customer claims. 
c. Set up a system for analysing customer claims. 
d. Communicate your quality policy to your customers.
(A claim is where a customer seeks compensation, repair or replacement of a defective product that has a warranty, and likewise with a service; a complaint is where they express dissatisfaction and may or may not make a demand of compensation.)
Understand what your customers want 
2. Customers’ needs change. You must keep up to date with what they really want. Find out how satisfied they are with your products, what new products you ought to develop, and where you need to improve your after-sales service. Establish a system that will keep you continuously aware of customers’ needs:
a. Periodically survey how satisfied your customers are with your after-sales service and claim handling, evaluate the results, and improve your services.

b. Use the issuing of warranties and the records of after-sales service as sources of information.

c. Use statistical techniques to gather and analyze market information.

d. Calculate the percentage of total sales taken by new products developed over the past two years. Record this data every year and identify the trends. This will help you with your decision-making.

Set up procedures for handling claims 

3. Customer claims are inevitable. What is important is that your company handles them as quickly and reliably as possible. Prepare a claim-handling rule – a document which clearly describes the in-house procedures for handling product-related claims, and for repairing defective goods. You or your senior management should periodically cheek what the customers’ claims are about, and the progress of countermeasures to ensure that such claims will not arise again. And remember that some customers do not complain when they are frustrated. Always be alert for the possibility of such latent dissatisfaction.
Analyse customer claims
4. The continuous analysis of customer claims will help your company to identify the causes of defects. This will allow you to improve the quality of your products, and, quite often, to reduce your costs. The analysis will also help you to spot long-term trends in market conditions. Set up a system to analyze customer claims:
a. The department in charge of handling claims should use statistical techniques to compare and analyze data for each 6‑month period, and should explain its long‑term strategy to related departments.
b. The analysis of this data should be used at meetings on new product development, to ensure that the insights gained from customer claims are included.
c. After improvements have been introduced, confirm that the effects are acceptable, and record them. Then display the results of the improvements, as numerically as possible. Show the increased yield and productivity, reduced costs and any other good outcomes. 
d. Managers should always show a positive interest in the successes of good customer claim handling: hold meetings at which you can be told directly about the results of improvement.

Communicate your quality policy to your customers
5. Include clear customer-related objectives in you quality policy, to show that you are customer oriented, and are determined to offer the goods and services that customers want – and of course, communicate your quality policy to your customers: 

a. Set objectives for such areas as customer satisfaction and service systems.

b. Set objectives for reducing the percentage of defects in the market.

c. Set a numerical target for reducing customer complaints.

d. Set a numerical target for increasing the efficiency of after-sales service.

e. Set a numerical target for improving quality in manufacturing and process inspection.

f. Show clearly how inspection quality in the factory affects quality in the market. If necessary, improve the inspection methods and change the check items.

g. If necessary, set objectives for pollution, safety and other areas of social quality.

Figure 2.4a Example of basic quality policy 
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(See Texts 19.3 and 19.4 for more detailed guidelines on processing claims from customers.)
DISCUSSION

The following questions ask you to think about how the ideas in the text could be applied in your company. Some of the ideas may not be relevant to you. Concentrate on those that are relevant. Keep notes of your conclusions - you will need them to prepare your Action Plan afterwards. Where appropriate ask yourself the RADAR questions: 

Note: Always include in your discussion any examples referred to in the text, if you feel these are relevant to your company.

a. Parag. 2: Does your company really understand what your customers want? Where do you feel there is a need for improvement?

b. Parag. 2d: What percentage of your company’s total sales are taken by new products? How would it help your management decision-making to calculate this percentage accurately?
c. Parag. 2: Apply the RADAR questions to these suggestions for getting a good understanding of what your customes really want.

d. Parag. 3: How effective would you say that your company’s handling of customer claims is? Where do you feel there is need for improvement?

e. Parag. 4: Do you analyzse customer claims. If yes, what useful results do you get? Where do you feel there is room for improvment in your analysis methods? If you do not carry out such an analysis, what benefits do you think it would it bring? 
f. Parag. 4: Apply the RADAR questionst to these these suggestions for analysing customer claims.

g. Parag. 5: Apply the RADAR questions to these suggestions for including a clear customer focus in your quality policy, and communicating this policy to your customers.

ACTION PLAN

Take the ideas you have found useful in text, and in your discussion, and present them in a well-structured action plan for introducing improvement in your company. You might like to follow the 6-Point Structure. Alternatively you may choose to prepare one action plan when you have discussed several texts
2.5 develop your employees

Introduction
1. The environment in which your company does business is constantly changing. To ensure that your employees have the skills to respond flexibly to these changes, and to maintain the highest level of quality in their work, you need to have a good human resources development programme. This should include management training and intrinsic skills training, and education in quality control. And you should also support quality control education in.your partner companies.

Management training and intrinsic skills training 
2. Most of your programme will consist of management training for managers and supervisors, and, for each employee in the specific skills of their job.

3. To set up an education and training programme:

a. Designate who is to control company-wide training programs. This will usually be the personnel and labour departments. The quality assurance department is sometimes designated to look after quality control training.

b. Draw up an annual training schedule for all employees, in consultation with the different departments.

c. List the training requirements for each job and clarify and control the requirements for each employee.

d. Examine the functions of the department in charge of human resources development. Ensure that they coordinate programmes in such a way that department superiors can allocate time for the training of their subordinates.
e. It is expensive to use outside specialists, or to send employees on external seminars. A company-wide budget is usually allocated for this.
f. Plan in the long-term to have in-house instructors teach both management skills and intrinsic technology skills, at least in the beginners’ courses. They should also teach QC techniques.
g. National qualifications or industrial association qualifications are necessary for some jobs. More than one person should be qualified in each department, so internal and external programmes for such qualification should be included in the programme.
h. For training in intrinsic technologies, establish an in-house qualification system where there are three ranks: middle, upper and general. Such a qualification should be given official designation within the company.
i. Establish a system where those who are trained and qualified are designated as house leaders in the in-house qualification system.
Figure 2.5a. Example of education and training plan 
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(See Unit 12 for more detailed guidelines on education and training.)
Quality control education 
4. Employee development should also include quality control education. Everyone from top management to general workers needs to have a good understanding of the basic quality control concepts and to be able to apply these in their work. Use both lectures and OJT (on-the-job training) to teach the basic concepts, statistical techniques, and problem solving methods.
5. Use the following procedures to plan and implement quality control education:
a. The personnel and quality assurance departments plan and implement quality control education company-wide. The production, sales, research and development, accounting, administration and other departments should plan and implement their own programs.
b. Follow an annual schedule, with an emphasis on OJT in addition to lectures and seminars. OJT includes workshop briefing sessions, training in quality control, skills development, and sessions where work achievements are presented. Include outside training.
c. Use group sessions to teach items common to everyone in the company, and, preferably, individual tuition for department‑specific items. The more practical the training the more effective it will be.
d. Provide a separate programme at each organisational level to meet the needs of that level. The fewer levels that you use, however, the more effective this education will be. Three to five levels are optimal, derived from these groupings: 

i. Managing director group.

ii. General division managers, factory managers, directors of sales offices. 

iii. Department managers and section managers. 

iv. First‑line managers and supervisors. 

v. General employees.

vi. Specialized trainers in quality control.

e. Teach each level as follows: 

i. Teach senior managers a correct understanding of quality control. They need to be able to play a positive leadership role in quality control activities.

ii. Teach middle managers the correct guidance procedure for QC circle activities, and statistical techniques so that they can provide basic education in these.

iii. Teach general employees how to use QC techniques through OJT so that they can use these techniques to solve problems in their work‑place.

f. The quality control promotion committees and other groups should study the curriculum at each organizational level.

g. Train in-house auditors to conduct internal quality audits.

h. Keep records of the implementation of the programme, and the educational results of each employee and each group. Evaluate these results and take them into account in planning future programmes.

6. Include the educational programmes in quality control in the annual budget. Discuss the direct and the indirect costs during the planning stage, and allocate funds for each department. This budget should be included in each department’s annual budget. Those in charge in each department should be encouraged to be present at these meetings. 
Educate and support your partner companies in quality control  

7. The final quality of your products will be determined by the quality of the input you receive from your subcontractors and cooperating or affiliated companies. You need to ensure that their level of quality control is as high as yours. Your company should provide your partner companies with continuous guidance and education in quality control.
8. To provide this support your partner companies:

a. Send specialists to teach quality control techniques and intrinsic technology, and to provide systematic education and on‑site guidance in control, supervision and processing.
b. Instruct your partner companies to submit QC process charts of their manufacturing processes, and confirm that their quality assurance rules, standards and records are complete.(A QC process chart describes the manufacturing process and the check that are required in this process. It is a control standard. See Text 14.1 foe more details.)
c. Check their quality control system and insist that they carry out whatever improvements are needed.
d. When problems occur, instruct them to immediately draw up concrete improvement plans. Nominate someone to be in charge of solving the problem and insist that improvements are fully implemented. 
e. Send them a monthly written report on the quality of their products when you receive them. This report should give the quantity of acceptance lots, the quantity of defective lots, the total quantity inspected, the quantity of defective items, the minor defective items and the nature of the defects. If there are any problems, attach a letter requesting improvement, and instruct them to submit their improvement plans.
f. Periodically, or at times agreed upon by both of you, examine their quality control system and make recommendations.
g. Provide them with guidance and support when they hold seminars about establishing a quality control system, or seminars to study QC techniques, or promotion procedures for QC circle activities. 

DISCUSSION

The following questions ask you to think about how the ideas in the text could be applied in your company. Some of the ideas may not be relevant to you. Concentrate on those that are relevant. Keep notes of your conclusions - you will need them to prepare your Action Plan afterwards. Where appropriate ask yourself the RADAR questions: 

Note: Always include in your discussion any examples referred to in the text, if you feel these are relevant to your company.
a. Parag. 1: Do you feel that the environment in which your company does business. Is constantly changing? If so, what challenges does this bring to your management and your employees? How are you dealing wiht these?

b. Parag. 1: Which aspects of your human resources development programme needs to be improved?

c. Parag. 3: Apply the RADAR questions to these procedures for setting up a company-wide education and training. 

d. Parag. 4: Does your company already have any form of quality control education? If yes, which aspects do you think could be improved. If not, how important do you think it is to have such a programme?

e. Parag. 5: Apply the RADAR questions to these procedures for planning and implementing education in quality control. 
f. Parag. 6: How do you allocate your employee development budget? Where do you feel this may need to be improved?

g. Parag. 7: Does your company take an interest in improving quality control in your partner companies? Do you feel you should take a more active interest?

h. Parag. 8. Apply the RADAR questions to these proposals for supporting your partner companies.

ACTION PLAN

Take the ideas you have found useful in text, and in your discussion, and present them in a well-structured action plan for introducing improvement in your company. You might like to follow the 6-Point Structure. Alternatively you may choose to prepare one action plan when you have discussed several texts
2.6 Carry out regular quality audit

1. If your company is to build up a good quality system, you must carry out regular quality audit to determine whether:

a. The quality activities are being carried out as planned.

b. They are achieving the planned results.

c. They are being carried out as effectively as possible.

d. They are suited to achieving their objectives.
2. To get full benefits  from the quality audits you should had regular meetings to discuss reports on the following items, and to outline improvements:

a. The establishment of annual quality targets.

b. The extent to which quality targets have been achieved.

c. The results of the internal quality audit.
d. The results of the assessment of the quality management status of subcontractors and other partner companies.

e. Out-of-control situations in processes and how the examination of recurrence prevention measures is progressing.

f. Non-conforming products and how the examination of recurrence prevention measures is progressing.

g. Reports on process changes and early warning systems.

h. Revision of quality manuals, regulations, and rules.

i. Any other of quality assurance activities.

(ISO 8402 defines a quality audit as a systematic, independent examination to determine whether quality activities and related results comply with planned arrangements, whether they are suitable to achieve their objectives. ISO 8402 defines a quality system as the organizational structure, procedures, processes and resources necessary to implement quality management.)
3. The ISO 9000 series prescribes that internal quality audits be conducts as follows:

a. Suppliers must carry out audits to assess the effectiveness of their quality system, and confirm that quality activities are carried out according to plan. The results of the audit should be recorded. Those responsible for the areas that have been audited must then take appropriate actions. These actions should then be verified in follow-up audits.
b. Auditors must be individuals with no direct responsibilities for activities in the areas that they are auditing. This stipulation in the ISO 9000 series clearly confirms that the audit must be independent. Audit results provide good indicators of where improvements should be made in the quality system. They are also useful as reference data in conducting management reviews.

c. Internal quality audits, based on objective evidence and activating the PDCA (plan, do, check, action) cycle of the quality system, should confirm the following points:
i. Do elements of the quality system conform to items require in the ISO 9000 series?

ii. Are activities in the quality system implemented according to plan?

iii. Is the quality system functioning effectively?
iv. Have points raised in the previous audit, and the effectiveness and efficiency of the system been improved?

d. Internal quality audit should be conducted by co-workers who are familiar with the characteristics of the products and the realities of managing them. When the CEOs have reviewed the internal audit system the system should be upgraded. Improvements in quality should follow. The internal audit system is the key to improving the efficiency of the quality assurance system.
DISCUSSION

The following questions ask you to think about how the ideas in the text could be applied in your company. Some of the ideas may not be relevant to you. Concentrate on those that are relevant. Keep notes of your conclusions - you will need them to prepare your Action Plan afterwards. Where appropriate ask yourself the RADAR questions: 

Note: Always include in your discussion any examples referred to in the text, if you feel these are relevant to your company.
a. Parag. 2 presents recommendations for how often the CEO should review the company’s quality system, and the specific points that he should hold meetings to discuss. Apply the RADAR questions to these recommendations.

b. Parag. 3: Apply the RADAR questions to this ISO 9000 prescription for carrying out internal quality audits.
ACTION PLAN

Take the ideas you have found useful in text, and in your discussion, and present them in a well-structured action plan for introducing improvement in your company. You might like to follow the 6-Point Structure. Alternatively you may choose to prepare one action plan when you have discussed several texts.

2.7 Carry out a periodic internal quality control diagnosis

1. If you are to have a good understanding of the status of your company-wide quality control system, you must carry out a periodic internal quality control diagnosis of each department. Form a top-management team to visit each department and check:

a. Whether the department understands the basic concepts of quality control.
b. Whether it has implemented them in its daily tasks.
c. What has been achieved.
When the diagnosis is complete the team gives the department concrete instructions for improving and refining quality.

2. Procedures for top management’s quality control diagnosis:
a. The secretariat (typically from the quality assurance department) sends advance notice to each department that is to be examined, and informs it of the items to be examined for that fiscal year.

b. Each department then conduct a self‑diagnosis for each of these items, and evaluates and documents this, and prepares the criteria, specifications, QC process charts and reports that they will use to explain their findings to the management diagnosis team.

c. When the team arrives, it first examines the department’s documents. The person in charge at each workplace explains the self‑diagnosis on the basis of these documents. The team asks questions about the content of the documents, and confirms the results of the report.

d. Then the team conducts an on-site examination of the workplace, following the order in the QC process chart. They examine whether quality control and quality assurance are being implemented as set out in the documents.

e. The team then evaluates and scores the examination items quickly (taking about an hour).

f. If any items are found to fall below a certain level, the team makes written comments and gives concrete reasons for bad scores.

g. The team instructs the department to submit concrete proposals for improving these items.

h. If possible the same examination items should be used each fiscal year. This will enable each department to recognise whatever progress they have made since the previous year.

i. In carrying out this diagnosis, the team should do its best to find and praise good points.

DISCUSSION

The following questions ask you to think about how the ideas in the text could be applied in your company. Some of the ideas may not be relevant to you. Concentrate on those that are relevant. Keep notes of your conclusions - you will need them to prepare your Action Plan afterwards. Where appropriate ask yourself the RADAR questions: 

Note: Always include in your discussion any examples referred to in the text, if you feel these are relevant to your company.
a. Parag. 1: What benefits do you think that such an internal diagnosis by top management would bring to your company?

b. Parag. 2: Apply  the RADAR questions to these procedures for a QC diagnosis by top management.

ACTION PLAN

Take the ideas you have found useful in text, and in your discussion, and present them in a well-structured action plan for introducing improvement in your company. You might like to follow the 6-Point Structure. Alternatively you may choose to prepare one action plan when you have discussed several texts
2.8 Prepare quality control manuals

1. Quality control manuals are the basic documents that your company will use to implement company-wide quality control. They contain the quality control rules, inspection rules, technical standards, product standards, operation standards, and other rules and standards for the assurance, maintenance and management of quality.
2. Procedures for preparing quality control manuals:
a. Each department provides documentation describing all its tasks, and the circumstances in which these tasks are carried out. 

b. The department in charge of the quality system summarizes the documented quality systems of each department into a description of a company-wide quality system.

c. A committee with members from different parts of the company prepares the first draft of the manual. It should be a practical document that can actually be used, rather than an ideal one.

d. A first draft is presented to the departments, who examine it to see if its implementation could bring any problems. Departments then submit concrete proposals for improving the draft. This will ensure the departments cooperate in achieving company-wide quality control.

e. The manual should specify:

i. The interfaces of all the departments in the company. 

ii. The rules for the sales, research, engineering, finance, personnel, and other departments. All of these departments are directly related to quality assurance.

iii. The rules for departments which are sometimes not recognised as being directly related to quality.

f. Inter‑departmental rules and standards should be harmonized. In particular, values in design and engineering standards should be harmonized with values in manufacturing and inspection standards.

g. A company-wide, Manual Review Committee should check whether standards and rules are harmonized between departments. It will coordinate between departments and make sure that nothing is overlooked.
h. Management should establish an internal audit system to assess the implementation status of quality control.
i. It is important to attempt to create a simple quality manual which suits the actual situation of task activities.

DISCUSSION

The following questions ask you to think about how the ideas in the text could be applied in your company. Some of the ideas may not be relevant to you. Concentrate on those that are relevant. Keep notes of your conclusions - you will need them to prepare your Action Plan afterwards. Where appropriate ask yourself the RADAR questions: 

Note: Always include in your discussion any examples referred to in the text, if you feel these are relevant to your company.

a. Parag. 1: Does your company already have quality control manuals? If yes, how adequate do you think they are? Where do you feel there is need for improvement? If you do not have them, what benefits do you think such manuals would bring?

b. Parag. 2: Apply the RADAR questions to these procedures for preparing quality control manuals.

ACTION PLAN

Take the ideas you have found useful in text, and in your discussion, and present them in a well-structured action plan for introducing improvement in your company. You might like to follow the 6-Point Structure. Alternatively you may choose to prepare one action plan when you have discussed several texts
2.9 Establish quality control in non-manufacturing departments

1. Quality control is not just for manufacturing departments. If you are to have real company-wide quality control it must also be introduced in non‑manufacturing departments, e.g. sales, administration, and research and development. Work in these departments may be thought of as intangible software that should be continuously improved and refined just as much as the quality of products. Establish numerical targets wherever possible, set an evaluation scale for improvement, and draw up an improvement schedule. 
2. To establish quality control in non-manufacturing departments:

a. Get a good understanding of the actual work conditions. As far as possible, describe these numerically in terms of work procedures and the time required to complete specific tasks. See if it is possible to establish a framework for making a numerical analysis of different issues.
b. Since the work in non‑manufacturing departments is often done individually, it can be difficult to solve problems or to set targets using a teamwork strategy such as a QC Circle. It is much easier to set common themes such as improvement of office work handling, or of methods of communication. In fact, the individual nature of this work also means that improving the exchange of information and other forms of communication will bring useful benefits.

c. Work in the research and development department is typically new and non‑repetitive. Implement QFD (quality function deployment) and quality engineering techniques in this department. (QFD: Analysis of the customer’s requirements of quality, performance and function and the incorporation of these requirements into design and production in order to best satisfy the customer.)
d. Evaluate the efficiency of office work by using a scale that can objectively measure such achievements as the standardization of office work, or the reduction of office expenses.

DISCUSSION

The following questions ask you to think about how the ideas in the text could be applied in your company. Some of the ideas may not be relevant to you. Concentrate on those that are relevant. Keep notes of your conclusions - you will need them to prepare your Action Plan afterwards. Where appropriate ask yourself the RADAR questions: 

Note: Always include in your discussion any examples referred to in the text, if you feel these are relevant to your company.
a. Parag. 1: Has your company already deployed quality control in non-manufacturing departments? Which special challenges have you encountered in this, or which would you expect if you were to do so?

b. Parag. 2: Apply the RADAR questions to these proposals.

ACTION PLAN

Take the ideas you have found useful in text, and in your discussion, and present them in a well-structured action plan for introducing improvement in your company. You might like to follow the 6-Point Structure. Alternatively you may choose to prepare one action plan when you have discussed several texts
2.10 Cooperation with universities and research organizations

1. Your company my decide that it wants to develop new products or materials, but may lack the capabilities of basic technology, testing and measurement facilities, and engineering employees, that are needed to do so, especially by a given target date. However, you still have one option: to cooperate with outside research organisations and universities in joint research and development. If you make this choice, follow these procedures:

a. Define the theme of joint research as concretely as possible and document it

b. Draft a joint research agreement covering confidentiality, handling patent issues, and expenses. Both parties should sign this and exchange the signed agreements as official documents

c. Establish an effective system, such as a direct telephone line, for regular communication.

d. Plan in advance for any delay in the schedule.

e. Decide in advance, and confirm in a contract, how research achievements are to be shared. This should specifically cover inventions and discoveries made during the research and development. The sharing of rights should also be decided.

f. Decide in advance how temporary and additional expenses are to be shared. 

g. When carrying out joint research with foreign organizations, take measures to prevent problems arising from differences in languages, customs and culture, and also in practical matters such as drawing methods.

DISCUSSION

The following questions ask you to think about how the ideas in the text could be applied in your company. Some of the ideas may not be relevant to you. Concentrate on those that are relevant. Keep notes of your conclusions - you will need them to prepare your Action Plan afterwards. Where appropriate ask yourself the RADAR questions: 

Note: Always include in your discussion any examples referred to in the text, if you feel these are relevant to your company.
a. Does your company develop new products and materials? If yes, does it cooperate with outside research organisations and universitiies? How successful is this? Where do you feel there is room for improvement? If it does not, what benefits do you think such cooperation would bring?

b. Apply the RADAR questions to these procedures for joint research with outside organisations.

ACTION PLAN

Take the ideas you have found useful in text, and in your discussion, and present them in a well-structured action plan for introducing improvement in your company. You might like to follow the 6-Point Structure. Alternatively you may choose to prepare one action plan when you have discussed several texts
2.11 Strengthen your international competitiveness

1. With increasing trade liberalisation, the countries of the world, both industrialised and developing, are producing similar products and services. In this international market it is essential that you be competitive in quality, cost and delivery time.
2. To strengthen your international competitiveness:

a. Assess your company’s competitiveness in the following fields: product and service quality, manufacturing system, control system, manufacturing machinery and equipment, human resource development, information control, financing, new technologies, and new product development.

b. Identify items that need to be strengthened to be competitive in international markets. Plan and implement ways of strengthening these items.
c. Make concrete plans for each item which requires such action. Give clear instructions for investment in whatever technology, funding and human resources may be needed.

d. Consider at the design and development stage any safety and public nuisance issues of the products to be exported. Check out the safety regulations of the destination countries in advance. 

e. Establish a system where patent, design, and physical distribution issues are completely checked out in advance. Consider how not to cause trouble in the destination country's markets.

DISCUSSION

The following questions ask you to think about how the ideas in the text could be applied in your company. Some of the ideas may not be relevant to you. Concentrate on those that are relevant. Keep notes of your conclusions - you will need them to prepare your Action Plan afterwards. Where appropriate ask yourself the RADAR questions: 

Note: Always include in your discussion any examples referred to in the text, if you feel these are relevant to your company.
a. Parag. 1: Do you feel that your company is competitive enough in international markets? If not, in what areas do you feel there is a need for improvement?
b. Parag. 2. Apply the RADAR questions to these suggestions for improving your company’s international competitiveness.
ACTION PLAN

Take the ideas you have found useful in text, and in your discussion, and present them in a well-structured action plan for introducing improvement in your company. You might like to follow the 6-Point Structure. Alternatively you may choose to prepare one action plan when you have discussed several texts
Test
Answer these questions using only information given in the text. For each question one, two or all three answers may be correct. Tick the answer or answers you think are correct for each question. Each question carries 3 points – you get one point for each correct answer that you tick, and one point for each wrong answer that you do not tick.

You can choose to answer all questions, or just those for the text or texts you have been working on.
2.1 Promote your quality policy
1. To present its quality policy, management should:

a. Prepare a clear statement of its basic quality policy.

b. Give all employees cards with the basic points of its quality policy.

c. Hold meetings with question and answer sessions.

2. Management should aim to increase the quality consciousness of:

a. Their employees.

b. Their suppliers.

c. Their partners.

3. To increase the quality consciousness of employees managers should host frequent meeting at each worksite to: 

a. Announce company awards.

b. Announce achievements in quality improvement.

c. Announce national awards.

4. To actively encourage QC circle activities, managers should:

a. Contribute articles to national journals on quality control.

b. Take up whatever suggestions are made.

c. Always stay to the end of any meetings they attend.

5. To have an effective suggestion scheme:

a. Treat the scheme as an unofficial company system to encourage more employees to make suggestions.

b. Establish secretariats in each department to promote the scheme.

c. Assess suggestions at least once a month, and award prizes.

2.2 Establish a clear organizational structure
6. The company-wide organization chart should show the functions and responsibilities of everyone from:

a. Senior managers to junior managers.

b. Senior managers to supervisors.

c. Senior managers to the lowest employees.

7. The organization chart should be drafted by: 

a. Senior managers.

b. The personnel department.

c. The quality assurance department.

8. Task criteria should be revised and updated:

a. Annually.

b. Twice yearly.

c. When deficiencies are found in them.

9. The highest level at which the company-wide rules of job authority should be approved before being enforced is:

a. Managers.

b. Senior mangers.

c. Board of directors

10. Department-specific rules: 

a. Should always be harmonised with company-wide rules.

b. Need not be harmonised with company-wide rules.

c. Should be harmonised with company-wide rules whenever possible.

2.3 Deal with critical issues
11. Important issues referred to in the text include those in:

a. Planning, design and development of new products.

b. The storage of raw materials.

c. Quality.

12. To gain a really good understanding of sales issues:

a. Compare the results of the sales department with that of the sales departments in competing companies.

b. Compare the results of individual salespersons with their counterparts in competing companies.

c. Compare the achievement of the whole company with that of competing companies.

13. When appointing someone to be in charge of an issue, establish and document procedures for handling:

a. Only abnormal situations that fall inside the designated scope of authority.

b. Also abnormal situations that fall outside the designated scope of authority.
c. Only normal situation.
2.4 Satisfy your customers
14. To get a good understanding of customer needs:

a. Use information gained in the issues of warranties. 

b. Use records of after-sales service.

c. Try out newly developed products in the market.

15. To use customer claims information to improve products:

a. Use statistical techniques to compare and analyse customer claims data for each 6-month period.

b. Use data from the analysis of customer claims at meetings on new products.

c. Establish a system to explain the company’s long-term strategy to customers

16. To have a customer related focus in your quality policy set numerical targets for:

a. Improving customer satisfaction.

b. Reducing customer complaints.

c. Showing how inspection quality in the factory affects quality in the market.

2.5 develop your employees
17. The procedures for setting up a programme of human resources development include:

a. List the training requirements for each job.

b. Have at least one person in each department who has national or industrial association qualifications.

c. Specify the training requirements for each employee.

18. Which of the following should be regarded as at the same levels for quality control education?

a. Factory managers and department managers.

b. First line managers and supervisors.

c. Factory managers and directors of sales offices.

19. General workers should be taught the correct way of using QC techniques through:

a. Lectures.

b. OJT.

c. External seminars.

20. Keep records of the educational results of:

a. Each employee.

b. Each group of employees.

c. Each supervisor.

21. To support quality control in your partner companies send them a monthly written report on the quality of their products at acceptance showing:

a. The quantity of defective lots.

b. The quantity of acceptance lots.

c. The quality improvements needed.

2.6 Carry out regular quality audit
22. The CEO should hold regular meeting to discuss:
a. The establishment of annual quality targets.
b. The results of the internal quality audit.

c. Revision of quality manuals, regulation and rule.
23. Internal quality audits are aimed at confirming the following points:

a. Are activities in the quality system implemented according to plan?
b. Have points raised in the previous audit been improved?

c. Do abnormalities no longer occur?
2.7 Carry out a periodic internal quality control diagnosis
24. In the top management’s internal quality control diagnosis:

a. The team arrives in each department without any warning to see what is really happening.

b. The department conducts its own diagnosis before the team arrives.

c. The department sends its own diagnosis to the team some days before they arrive.

25. If possible the examination items used each year should be:

a. The same.

b. Different.

c. Half the same and half different.

2.8 Prepare quality control manuals
26. The quality control manuals should be first drafted:

a. By each department.

b. By the quality assurance department.

c. By a committee drawn from different parts of the company.

27. The manual should specify:

a. The interfaces of all the departments in the company. 

b. The rules for the sales, research, engineering, finance, personnel, and other departments. All of these departments are directly related to quality assurance.

c. The rules for departments which are sometimes not recognised as being directly related to quality. 

2.9 Establish quality control in non-manufacturing departments
28. To deploy QC activities in non-manufacturing departments:

a. Set targets using a teamwork strategy.

b. Set common themes.

c. Focus on the improvement of individual employees.

2.10 Cooperation with universities and research organizations
29. To carry out joint research with outside organisations, decide in advance:

a. How any delays in the schedule should be dealt with.

b. How unexpected expenses should be shared.

c. How research achievements should be shared.

2.11 Strengthen your international competitiveness
30. To strengthen your company’s international competitiveness:

a. Consider safety issues of products to be exported as soon as they are ready for shipping.

b. Establish a system where patent, design and physical distribution issues are completely checked out in advance.

c. Give clear instructions for investment in technology, funding and human resources.
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