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“ISO Confused”

I work for a 10 year old laser applications firm with 12 employees specializing in thin material laser cutting, laser welding and marking. We have a broad customer base and provide our services to small and large companies. I have always liked the ISO approach and have implemented the ISO 9002 system and have legally declared 1st First Party Self Declaration of Conformance. Being a small firm, the tricky task was designing and implementing a quality system that doesn’t bog down our employees with unproductive policies and procedures but at the same time satisfies the larger organizations and most importantly assures the quality or our services. 

I know this legal “do it yourself” certification takes business away from the 3rd party registration business. First Party may not have the political legitimacy as 3rd party registration, but so what!  Industry seems to be missing the real point. If you honestly use the ISO elements you will have a strong quality system anyway and you will not have the expense of getting certified. Your market place really determines the quality of your system and services, not your registration.  Operating a small job shop business is difficult. To stay in business and survive, a QA manager has to design and implement a user-friendly QA system and there are no free rides., It took me 2 years on my own time to design and implement our user-friendly ISO system and we do not have to shuffle a bunch of needless paperwork.  

 If you are considering implementing an ISO system, take a look at 1st party certification. Be cautious of ISO consultants who insist 3rd party is the only way to go. Incidentally, when confronted with the 1st party certification option, they will evade this issue. Most of the time they don’t know what 1st party certification is. Occasionally I receive a phone call from an ISO consulting firm, and am surprised that the 1st party self-declaration option is never mentioned. If I return their call using voice mail and mention 1st party, they never return my call. This says a lot!

Our puzzling and frustrating experience when working with ISO 9000 registered companies is how do they sustain ISO registration if they don’t adhere to their quality system? Is their registration body deaf, dumb and completely blind? I routinely deal with customer personnel that do not have a basic understanding of their own quality system. As my boss puts it, “It’s the get it off my desk and let somebody else deal with it” mentality. Here are a few typical examples. 


1) We receive a request for quote and per our ISO Contract Review section 4.3      submit a quotation and receive the purchase order. Magically, new PO requirements and or QA clauses appear, that completely change the contract.  Where is our customer’s contract review? 

2) Occasionally I am asked to fill out their customer survey. I submit my First Party Self-Declaration of Conformance document with the completed survey and their QA representative does not know what this is! 

3) If these ISO registered companies are following their ISO system, what happened to their Management Responsibility (ISO section 4.1)? This section assures that executive management takes a leading and visible role in defining, implementing and administering their quality system. 

4) A fact of life in the job shop world is purchase orders are routinely awarded on price and delivery. I have confirmed this by calling the purchasing agent and they inform me price and delivery is the determining factor. Strangely, they are not too concerned about quality. They think quality is a given. So much for the ISO consultant’s sales pitch that getting certified will get you more business.

My research indicates that many manufacturing companies only need to consider the 1st party quality system certification process. If a 2nd or 3rd party certification is required, this will be indicated through an EC directive, customer’s contract and most importantly common sense! Market driven requirements are nonexistent in any EC directive or standard I have reviewed. 

In the job shop world, working with ISO certified companies can be frustrating. There is a growing distain regarding ISO. This is unfortunate because it is a good system.  Why did American business fall so easily into this ISO certification trap?  All of my QA acquaintances have uncovered that ISO certification is a money making scam.  They go along with it and don’t make waves. They clean up their system for upper management and the auditors, pass the audit and then its back to ISO confusion as usual after audit approval. I wonder know how many 3rd party registrations are revoked for lack of conformance. I have called ASQC in Washington and as suspected, reached a dead end. Again this says a lot.

What can we do as quality personnel to assure consistent quality for the companies we work for? I say get informed, think outside the envelope and stand your ground. This might just turn the tide and the correct emphasis will again be on quality and not on making money off ISO certification. Do we stick our necks out?


Sincerely,
Vijay GARG
9212293916


