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FOREWORD

Quality, especially with regard to ISO 9000, has become the
latest media casualty, and like most such casualties, this is
the result of mis-reporting and ignorance. Bryn Owen’s
book makes the case for Quality Assurance in business and
commerce being as important as oxygen is to life itself. It is
in fact a breath of fresh air, and underpins the importance
of the subject. Every executive and line manager should
have a copy, if only to remind them of the fundamentals.

Peter Nicholson, The Nicholson Partnership



INTRODUCTION

THE ACHIEVEMENT OF Quality is a major issue throughout
industry, commerce and government bodies. It is not just a
passing craze or the flavour of the month. It is at the heart
of the success of every business. It is vital for survival and
growth.

We have been blessed with some excellent ‘prophets’ who
have developed many approaches and techniques to
improve quality. These people have proved that a sustained
and scientific drive towards quality can make significant
differences to the standard of performance of an
organisation and hence to its profits. Their work has
transformed companies, industries and indeed countries.

We have been cursed with many false ‘prophets’ who claim
to be knowledgeable and are yet barely able to understand
the essentials. They have become ‘experts’ through seeing
one or two techniques used in specific circumstances. They
ply their trade and their followers achieve little except high
bills, poorly trained staff and badly documented systems.

To understand how to achieve quality it is essential that you
have a clear understanding of what is meant by quality,
why it is essential, who is responsible and when it is
achieved. Most people know when they are pleased with
what they have delivered and received, but to describe
what this comprises is not an easy task. This book
considers quality in non-technical terms, and presents a
text which answers the What, Why, Who, How and When of
Quality.


