
tem standards and quality 
improvement approaches 
are all means of improving 
your customer’s satisfac-
tion and the competiveness 
of your business and they 
are not exclusive of each 

other”. 

 “Quality management sys-
tems should not result in 
excessive bureaucracy or 
paperwork or lack of flexi-
bility. Remember all busi-
nesses already have a man-
agement structure and this 
should be the basis on 
which the quality manage-
ment system is built. You 
may find that you are carry-
ing out many of the require-
ments included in the stan-
dard but have not stated 
how they are done”. Extract 
from ISO 9001 for Small 

Businesses. 

“A Quality Management 
System is the way your or-
ganisation directs and con-
trols those business activi-
ties which are associated 
with quality. Broadly, it con-
sists of your organisational 
structure together with the 
planning, processes, re-
sources and documenta-
tion that you use to achieve 
your quality objectives, to 
provide improvement of 
your products and services 
and to meet your cus-

tomer’s requirements”. 

“Quality Management Sys-
tems are not just for big 
companies. Since quality 
management systems are 
about how the business is 
managed, they can be ap-
plied to all sizes of compa-
nies and to all aspects of 
management, such as your 

marketing, sales and fi-
nance activities. It is up to 
you to decide the extent of 

the application”. 

“Quality Management Sys-

tem standards should not 
be confused with product 
or service standards. The 
use of product standards, 
quality management sys-

This brings me to the inten-

tion of this newsletter which 

is to discuss the viability of 

implementing an ISO aligned 

Quality Management System 

in your business. The archaic 

assumption that a quality 

management system is only 

for big business, export ori-

ented business’s or a busi-

ness looking for an interna-

tionally accredited certifica-

tion like ISO 9001,14001 or 

22000 cannot be further 

from the mark. A good 

Quality Management System 

without any intention of 

going for ISO certification 

can be the life saving process 

your business needs, 

whether big or small  

Good Business Practice 

What is a Quality Management System? 

The viability of Implementing a QMS 

Business Development 
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QMS  I S  

FOCUSED  

ON  

• Customer 

Satisfaction 

• Management 

Involvement 

• Measurement 

Analysis 

• Continuous 

Improvement 

of all Service 

Processes 
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Aligning your 

business to a 

structured QMS 

will ensure that 

the change 

process in your 

business is 

accepted  

Are you delivering 

consistently excel-

lent customer ser-

vice? 

Implementing a Quality Management System 
The implementation of a 
Quality Management Sys-

tem ensures that you 
not only look at the 
“Quality” of your 
product and the ser-
vice you provide for 
consistent customer 
satisfaction but you 
also have the oppor-
tunity of reviewing 
your business’s 
“Management Sys-

tems” for effective cost 
savings and people in-
volvement. An ISO 
9001:2000 Quality Man-

agement system is based 
on eight Quality Manage-
ment Principles that can 
be used by top manage-
ment in order to lead, 
direct and control the 
organisation towards im-
proved performance. In 

brief they are: 

• Customer Focus 

• Leadership 

• Involvement of 

people 

• Process Approach 

• System approach 

to Management 

• Continual Improve-

ment 

• Factual approach 

to decision making 

• Mutually beneficial 
supplier relation-

ships. 

objectives. 
 
Phase two identifies the 
resources and infrastruc-
ture required to manage 
an organisation effec-
tively. This would cover 
support processes like 
Human resources, HR 
processes, training plans, 
work environment, IT and 
operational planning in 
the business.  
 
Phase three would entail 
the identifying, defining 
and implementing the 
core processes for ser-
vice/product provision 
and the adoption of a 
process and systems ap-
proach to doing business. 
 
This may sound like an 
enormous task to under-
take in your business but 
if you really look at what 
is required in order to 
implement an effective 
QMS, it is no different to 
aspects that you cover 
every day of your busi-
ness life. This is just a lot 
more structured. 
  

During the course of this 
year, we will be sending 
out periodic newsletters 
covering different aspects 
of implementing a Quality 
Management System in 
your business, please join 
us for some interesting 
reading and maybe a let-
ter or two on your own 
experiences. If you would 
like to investigate the 
opportunities even fur-
ther, give us a call. 
 
Kind regards 
 
LCT Solutions 

Aligning your business to 
a structured QMS will 
ensure that the change 
process in your business 
is accepted and imple-
mented by all committed 
parties within the organi-
sation. We will explore 
each one of these princi-
ples and their implica-
tions within your business 
over the next few months. 
 
An implementation pro-
ject could take anything 
from 6 months to 2 years 
before you see the full 
benefit on your business. 
This project has at least 
three major phases cover-
ing all aspects of the busi-
ness. 
  
Phase One would start 
with an assessment of 
the business which would 
lead on to developing a 
Quality Management Sys-
tem - identifying, defining, 
documenting and imple-
menting vision/mission/
quality statements, busi-
ness plans, organograms, 
employee roles& respon-
sibilities, internal commu-
nication and setting of 

B U S I N E S S  D E V E L O P M E N T  

LCT Solutions 

10 Birkenhead Road 

Land en Zeezicht 

Somerset West, 7130 

Phone: +27 (0)21 851 5690 

Fax: +27 (0)86 614 1448 

E-mail: info@lctsolutions.co.za  



• Financial Literacy 

• Customer Service 

• Business Awareness & Productivity Skills. 

• Supervisor and Team Leadership. 

• Occupational Health and Safety Training 

• Substance Abuse Training 

• Fundamental Management Skills 

• Project Management. 

• Effective Sales Techniques. 

• Marketing Skills 

• Team Building 

• Quality Management Systems (ISO) 

• Service Excellence. 

• Effective Communication. 

• Financial Management for Non-Financial Managers 

• Cultural Diversity. 

• Conflict Resolution 

• Skills Audit and Training gap analysis 

• Compliance auditing 

10 Birkenhead Road 

Land en Zeezicht 

Somerset West, 7130 

Phone: +27 (0)21 851 5690 

Fax: +27 (0)86 614 1448 

E-mail: info@lctsolutions.co.za  

LCT Solutions is a consulting and training com-

pany formed in 2001. The company has its office 

in Cape Town, however offering our services on a 

national and international basis.  LCT Solutions 

comprise a number of experienced professionals 

offering Business Consulting, Skills Development 

Facilitation, registered trainers OBE facilitators, 

assessors and moderators. 

LCT Solutions 

LCT Solutions Services 

Helping you Achieve your Success 

www.lctsolutions.co.za  


