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•• Strategic Quality Planning. One of the
essential elements of strategic quality
planning is benchmarking. Benchmarking
is the process of comparing the quality
of your company’s products or services
and its processes with those companies
considered to be world leaders in qual-
ity. Hyundai (Hyundai Motor Company,
Seoul, South Korea) has successfully
improved its image for quality among
American car-buyers by routinely bench-
marking its autos against the cars pro-
duced by Toyota and Nissan. Firms can
even benchmark the best practices of
companies in other industries to find out
what they are doing well and adapt those
practices to their own operations.

TQM isn’t just for manufacturing firms. As the 
Operations Profile on page 172 illustrates, many 
service organizations such as hospitals have realized 
immense benefits by implementing TQM.

Despite its advantages, TQM is not a quick 
fix. Depending on the severity of an organization’s 
problems, its full implementation may take several 
years. Nor is it costless. TQM can, in fact, increase 
a company’s short-term costs as a firm revamps its 
practices. Organizations must be willing to invest 
time and money to implement TQM.

ISO Standards
The world’s largest developer and publisher of international standards is the International Organiza-
tion for Standardization (ISO), which was created in 1947 and is based in Geneva, Switzerland. The 
ISO has representatives from various national standards organizations that reach a consensus on the 
international standards prior to their publication.

Among the many standards published by International Organization for Standardization are the 
ISO 14000 standards, which help firms manage their processes to avoid damaging the environment, 
and the ISO 9000 family of standards for managing quality both in manufacturing companies and 
in service organizations. The standards outline criteria organizations should measure, including how 
products and services should be designed for quality, tested, manufactured, delivered, and continually 
improved. Organizations that meet the criteria can request to be certified by the ISO.

Among the advantages of an ISO 9000 certification is that it is a worldwide indicator of quality. 
Thus, it can increase a firm’s credibility, the marketability of its products, and its attractiveness to 
investors. The certification can also help international organizations identify good, reliable supply 
chain partners with an equal commitment to quality.

To become ISO certified, companies must be audited by external governing groups that confirm they 
have met the requirements. A company begins the process by conducting its own internal audits to com-
pare the ISO’s standards to its own standards. The audits identify any deviations between the two, and 
the firm then tries to correct the deviations. Next, authorized bodies conduct external audits to ensure 
the company meets the standards of the ISO. If it does not, the firm can take steps to correct the prob-
lems and then be reassessed later. The process continues until the firm has met the standards. By going 
through multiple rounds of assessment, improvement, and reassessment, a firm can analyze its strengths 
and weaknesses and motivate the entire organization to strive for quality and other improvements.

Despite the many advantages of being ISO certified, some managers believe the certification pro-
cess isn’t useful for all organizations or is a not good use of resources. Certification is expensive and 
it sometimes can take years to complete. It also requires extensive recordkeeping, which takes time 
and effort. Consequently, companies should research the certification process before committing 
resources to it.

FIGURE 5.2: Key Aspects of Total Quality Management
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Benchmarking: the 
process of comparing the 
quality of your company’s 
products or services and 
its processes with those 
companies considered 
to be world leaders in 
quality

International 
Organization for 
Standardization 
(ISO): The world’s 
largest developer and 
publisher of international 
standards, created in 
1947 and based in 
Geneva, Switzerland. The 
ISO has representatives 
from various national 
standards organizations 
that reach a consensus 
on the international 
standards prior to their 
publication.


