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STANDARDS, QWALITY ASSURANCE ANT T™F
INTFRNAL MARKET

As we have already scen, standardization is not a national matter
slone, It is incrcasingly international in character. While, therefore,
the whole range of standards work can anu should be a powerful instrument for
building and developing a nation, it can be scen also as providing an examplce of the
growing interdependence of nationg, and the fact that ne small or large country can
be totally independent. ‘any of the countsies reprezented here are fortunate
in being atle to start (rom the beginning, not only in the [lanning of a
national standards organization, but in deciding on the part that Quality
Assurance schemes should play in the natioual plun.

Quality Assurance is *he theme of this particular paper. My aim will L2 to outline
some of the experience achieved, to say something of what is goirg on, 1o
present alternatives and discuss the merits of diffecrent approaches. The
decision which method to adopt must, of course, be made at national level,

taking into account international mattcrs and also the nature of the particular
national economy.

Let me try to define the terms quality assurance and quality control and
enquire into why they are included in this secries cf discussions on standard-
fzation at all. Surely there is plenty to de without talking about this
rather specialized form of the use of standards? This would seem to be a
basic question to be anzwered. First, though, to definitions. The title
presented by UNIDO includes the words 'Quality Control'! so we had bettcr start
with that.

We get close to the hcart of the matter by thinking about the word
'Quality'. Quality is in the eye of the bcholder, what the user requirces
it to be: in more precise terms it is conformity with a specification - 8
specificatior of what the user wants and the manufacturer can supply. 1t is
ihe manufacturer whn is responsible for making the product to thc specification.
He should have a precicedescription of w.at is wanted, and tho means of
measuring objectively that he nas made whal is required. He must have a
me thod for waking sure, under conditions of continuous production, that each
item, or bLatches, or consignment, meet thal same specification, The process
by which he achicves this is called his 'Quality Control'. We can, therefure,
define 'QUALITY CONTROL' as:

The overall system of activities whose purpose ic to provide a
quality of product or service that mects the needs of users.

Now, as I have said, it is thc manufacturer's task to have a system -
2 quality control system that is applicable not just to one individual item,
one ‘special', - what engineers call a one-off - but to mass productaion. It
will generally not be economical to test cach and every item to all the
requirements of the specafication, so the manufacturer has to devise a system
for checking on the many aspects of the manufacturing process: from the
review of the specification to the feedback of information on its use. He
will require to know and check the quality of the raw material and components
that he himself buys, to check the various processes of fabrication, processing
and assembly down to the inspection and testing of the end product. Indecd
it will often go beyond that point to include the products’ packaging and
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the provision of installation anu other advice on the use of the product in
question, One can casily appreciate that, with all the variables of

diffcrent specifications for different products, of different prica restrictions,
of diffcrent marketing policy, of differcnt factory and supervisory skills

and al! the other variables, the manufacturcrs' attitude to thce business of
quality control will vary considerably,

That is where the next term, 'Quality Assurance', comes in. The
manuf acturer wants to make a claim about the quality of his goeds. This can
often be scen in his promotion of the brand image, a trade mark name, such as
10SMAN HAMID® for Quality products', or 'Johnnic Walker still going strong',
through which he hopes to convince the prrchaser of continuing quality. Every
time he fulfills an order he w:ll in or. wiy or another be saying: ‘'l've made
what you asked for - here it is'. Faced with the claim, the purchaster, if
he is prudent, will want to assure himself that he has in fact got what he ordered.
He can take up several attitudes. He can say 'l trust OSMAN HAMID or Johnnie
Walker - he would not let me down' and lcave it at that. He can make a visual
inspection of a sample of the gocds, or he can employ any degrce of inspection
up to an 100% test of each iiem, The degrees of quality assurance Are many.
Let us take the following definition which (like the other that 1 gave you for
Quality control) comes {rom the American Socieiy of Quality Control:
QUALITY ASSURANCE:

i o o

A system of activities whose purposc is to provide an assurance
that the over-all quality control is in fact being done effectively.

The system involves a continual survey of the adequacy and effectiveness
of the quality contrel programme so as to correct it if necessary . For a
specific product or service, this involves verifications, audits and the
evaluation of the quality factors that affect the specification, production,
inspection and usc of the product or serv.ce.

Generally speaking, Quality Control is the manufacturer's business and
is concerned with-ensuring confornity with a specification and Guality Assurance
has to do with making sure that Quality Control is doing what it should. It
shoul¢ dispel doubt. lLater on we will go dceper into the definiton of what
this m:ars and how it is donc.

Earlier I queried why Quality Assurance should be a service provided
by standards organizations. Well, T think we can agree about 'the relevance
of standards t{o this business ¢f Quality Control and Quality Assurancc.
First, many standards ase of a type known as a Specification ~ a precise
definition of the values that the various features of a product should reach and-
the means of measuring these values. Such specifications, drawn up with
the help of both manufacturers and users will be for products for which
manufacturers will have to devisc quality control arrangements, and for some
products quality assurance will be required. Secondly, the reputation of the
standards organization is at stake; if a manufacturer claims that his products
conform to a standard specification, and yct his quality control system is
not efficient, he may damage the reputation of the standards organization which
has produced the specification. Thirdly, standard organizations must be
interested in the quality of the finished product: experience in actual
manufacture and use of the product made according to standard specifications
gives a valuable check and provised information for improving and revising
standards. Standards, technology and experience all progress together.
Fourthly, an element of indcpendence is desirable in the business of Quality
Assurance., Standards organizations have to be indcpendent: they have to hold
the balance between the manufactuter and the user, and produce a standard on
which both sides arc in agreement, and which are considered by all to te the
best possible.




1
!

o

These are'good reasons for the involvement of National Standards
Organizations in the busincss L[ independent or 3rd party Quality Assurance.
Ncte I have used the word involvement. I do not think that standards
organizations should themselves be the only bodies performing or checking
Quality Assurance. Others could do the job. Covernments could do it
directly, Insurance Agencies are often involved in such matiers. Industry
itself caa sugrest and operate such a scheme, (as in the case of the
International Wool Mark). The question is how much and for what type of
production should standards organizations be involved. That is one of
the choices that must be taken at naticnal level.

The answer is rc’ at .11 simole. Standards organizations have a
pt ime responsisility - inat of prepar. 1g standards. Th : business of
providing indepcndent ualiii, assurauoc, even for products made to standards,
is a secondary business. it can be regarded a: one that gives purpose
and precision to the making of standard specifications or it can be regarded
as a useful but not necessary side of standardization work,

If qualily assurance is not regarded as an essential part of stand -
ardization, it may be found that too littie effort and too fcw resources

. 11 support it,

Before, however, we leave this brief analysis we should recognize,
ence again, that Quality Assurance is an area of international as well as
national activity, Standards and vhe linked business of Quality Assurance
is all to do with trade - the arteries and veins for the life blood of a
Nation. Just as pricrities for international standardization are often
dictated by matters concerned with trade and trade barriers so again is
internationa! Quality Assurance, These are often interdependent matters.
In international trading sheer distance and lack of information tends to
cnmphasize the need for independent quality assurance. 1 am sure that
you can think of .iany examples, where the purchasers of raw materials and
¢vods from your countries have organized forms of quality assurance at your
end - at the exporting end in the same way as you will probably want forms
of gquality assurance for goods that you import, Progress is taking us a
1ong way from the resiricted loca) markets where the maker meets the user in
the market - where a critical inspection of the hides, the weapons, the food,
the tools or the cookinz pots can iake place ther¢ and then between principals.
And yet, as we shall sec, there are many purchasers, not least Governments
themselves, who use up immense funds and resources in continuing to preserve
traditional patterns of inspection today. Although thls may be justified
in certain Spccialized arc-s it is qu stionable, to say the lea3t, whether
tnis is the most cconomic mctnod of oblaining the assurance required. We
shall be examining this later on.

LU BN BN B I B B RN ERY S IS

What I hope we have established so far is:-

What Quality Assurance means - a method of checking the Quality Control
exercised by the marufacturer.

What "QUALITY' is - Call it the Purchaser's Specification.

The connection tlere is hetween Standards, Quality Ccntrol and Quality

Assurance - and their close relations with trading, whether on a national or
international scale.
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Let mc attempt to link this theory with problems familiar to us all:
1. The protection of the consumer.

2. The quality of locally produced goods for the home market.

3. The quality ol importcd goods.

4. The comparison that will be made between 2 and 3.

5. The effect of that comparison, and

6. The quality of exported goods.

The first point - the protection of the consumer leads me to the
picture of the consumer movement gencrally.

I am sure that I do not need to tell you that the consumer movement -
a co-ordinated, organized, vocal cxpression of consumer needs and attitudes,
has grown up recently. While legislation often provides some consumer
protection in the area of health and safety, in other fields it has been
the responsibility of the purchaser to make sure that the goods be bought
satisfied his requirements. He is responsible for exanining the product
and having exchanged money for it has little chance of redress. While
this may have been accepiable in the market place, it can hardly be 8o
suitable in matters of complicated international trading today. Today,
choice of products is limitless, tbeir characteristics can of ten only be
mecasured by sophisticated laboratory tests, and modern advertising and
marketing techniques frequently do not reveal all the facts about a product.
However, providing some help for the consumer, there is a growing evidence
of legislation restricting the practices of the seller - both of services
and goods. A recent example is the Trade Descriptions Act of 1968 in the
United Kingdom which makes it a punishable offence to give a false or
misleading description of goods offered for sale. In Germany, too, the
recent Safety Legislation makes it obligatory for all equipment used in
factories, offices, the home and sports to be safe taccording to the |
generally recognized rules of technology'. Laws of this kind impose
obligations on the manufacturer, strengthen the protection of the consumer
with regard to safety and health and misleading statements mhde by the
manufacturer or seller. In the case ~f the Trade Descriptions Act the law
not only prohibits wrongdoings but enab.es the state to require sellers to
previde information to the user. (While no orders to require such information
have yet been made in the United Kingdom, proposals bave been put forward,
for instance, for the labelling of textiles as to fibre content, of tyres
as to type, of sheets as to size, and of fire extinguishers as to suit-
ability of use and performance).

cstablished a Council to represent the consumer interest in the broadest

possible terms. The Consumer Council of the United Kingdom, established

in 1063, is one such independent grant-aided body. Others of similar status
have peen established elsewhere while in other countries an Advisory Body

Council with similar terms of reference is directly responsible to an
appropriate Minister of State. In the United States of America a Presidential
Committee was establishcd to advise the President directly in these matters. Some

|
In addition to this lcgislative activity a number of Governments have 1
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huvstralian States, Ncw Zealend uad South Afr.ca, provide similar
examples, demonstrating the growth »>f the consumer movement.

The best known international consumer organization is the International
Organization of Consumer Unions (IOCU). Establishec in 1960, with head-
quarters in the Hugue, its early activity was in the comparative testing
of products. The growth of its influence, &and of the number of members
it possesses (now including many different types of consumer organizations)
and of its scope (row inrluding all impo-tant matters that concern the
consumer ) has contributed notably to 1l e world consumer m-vement and kept
pace with it. Its recaut Werld Corrnress in Vienna, well reported in
their journal INTERNATIONAL COMNSUMER *  produced statements on the
following subjects, as well 2s many others:

Education
Called to UNESQD to convince member nations of the importance of
formal Consumer Bducation, and failing that, of including informal

consumer education in their education system.

i‘2aith and Safety

Expressed concern about the alleged sale of exported goods that
do not satisfy the health and safety standards of the countries
in which those goods were nanufactured.

Laws of consumer protection to be planned.

The use of publicity to enforce thenm.

The veed for a survey of best means of bringing compensation
to the consumer.

Representation

More and beiter consumer representation on important d;cision
making bouies, e.g. monopolies, ..ationalized indus.ries and
public utility companies,

Consumer affairs to be the specific responsibility of one
powerful Minister or ministerial body at the very heart of
political power; the importance and the effectiveness of such
& Minister must however depend on the presence of effective
bodies of consumer criticism and coasumer thought such as
existing or improved consumer councils, and finally on the
energetic activity of consumer movements.

£xg£ggion and future work

More comparative testing works to be done by a mumber of
aember bodies together.

Work on pollution of the i:uman environment.
Technical barriers tv trade.

*International Consusmer no.$ - 1970




Consumer vicwpoint on incernational care labelling, that is,
the marking of products with details of how best to preserve them
in good condition.

More help and encouragement (as was given to the CARIBBFAN CONSUMERS!*
OOMMITTEE) in promoting the consumer intcrest in developing countries.

IOCU has been recognized by the International Standards Organization
(1$0) and the International Electrotechnical Conmission (LEC) by being
nvited to serve on the important Inter atioral Standards Committee for
Consumer Affairs (ISC?) one of the stinlards Organizations,responses to
the movement. )

This may seem unrelated to the practical national problems that will
be facing you, but it helps to mcke the point that while any consumer
rovement must have its impact on the individual it must also have
influence with those whe control national and international affairs; it
1150 chows that as more protcction and guidance is provided for the consumer
nath nutionally and internationally the seller is forced, by self-interest
or by law, to take on the responsibility cf ensuring that his products
~~tisfy the purchaser's requirements, The way in which the Consumer Movement
can be created and assisted in any of the countrics represented at this
workshop depends, as always, on local conditions: those who know the
p2ople know best how to help. I am confident, however, that the consumer
movement as represented by IOCU has a vital contribution to make in national
developrent, and that a mutual trust and respect can be established in the
area of standards and of quality assurance between consumers and the
Government.

ISCA is not the only example of the way in which standards organizations
iav> responded internationally to consumer matters. A special Committee -
I£3/TC 73 'Consumer Questions' has been active particularly in encouraging
the preparation of standard methods of measuring performance to be used as
a base for certification, comparative testing and informative labelling. It
played an important part in setting up 1SCA. There is another link between
uc. The 180 Committee known as DEVCO- concerned with the needs of developing
countries in the area of standardization co-operates actively with UNESCO
end, as this Workshop dcionsirates, with UNIDO.

Let us return to practic.i difficuliies that you will have to face.
The problem of persuading consumcrs to accept local products is considerable.
1t is to be expected that as an ever increasing number of people have more
zoncy to spend, they will be inclined to spend it on imported products.
micre are several possible reascns for this: in some cases, such as the
motor-car, there may be no other choice, but in many other cases the
attraction of imported goods lies in one fact that, although only slightly
different from the locally made product, they have a certain 'staius symbol!
av.peal because they are recognized as being more expemsive. And, of course,
we are all familiar with the vexing situation where the imported article is
coasidarably more advanced. Here, surely, . standards combined with quality
cesurance can play their part, A suitable standard of performance has to
be set; the local manufacturer must comply with it, supplying an after sales
service if nccessary, and all those agencies concerned in encouraging local




Production should support it. The intention, the plan and the
Publicitv are all required. The publicity - the marketing, the
Advertising is of critical importance, without it the plan will be
Unsuccessful, and must reach the prospective consumcr.

A campaign for quality consciousncss witl roquire more than
v marketing organization. It must touch all scctors of the community
and especially those who can lcast afford (o mate faistakes in their
purchasing. Mass media - the press .nd radaoe, togetr 'r with trad-
itional forms of communicaticu can be urofr) n Ul is tos“. You will
cemember that the IOCU report expresscs regref that consumer education
has 1ittle place in schools. A full education should produce a good
consumer, that is someouc who can select and discriminate, who does
not give up easily and who exerciscs balanced judgement.  The campaign
for quality consciousness must of course, be dirccted at the producer as
well, Nothing will convince industrial and commercial management
quicker than pointing to the financial rood sense of quality conciousness,
Such a campaign wili, of course, benefit grcatly from the support that
a co-ordinated plan can provide, including, fo: instance, governmental
support for the promotion of national quality assu:iance marks.

In Britain, the National Council for Quality and Reliability (NOQR)
is effective in aiding industry. This council attempts in many ways
to promote quality and reliability. local Groups in all the manufacturing
areas arouse interests, and encourage study and discussion over a wide
tange of topics; the use of standards, mcthods of quality control,
selling quality, marketing policy, and so on. IMuch time is given by
industrialists aud those engaged in commerce both as sellers and purchasers
to the work of this organization which has achieved a sound and encouraging
reputation in the country. NOQR is not unique in the U.K. Similar
o-ganizations exist in other countries.

Ideally, there should be 2 meeting for all this activity. There is
a case for a co-ordinated plan, at the centrc of which should be the
Government itself. 1t must take the lcad and seeck directly or indirectly
to co~ordinate. all this effort. It is important that the central Government
and local authorities are persuaded cf the value of staadardiration and
of national quality marks, because their influence is of prime importance.
If the government accepts standardization and its assoriated quality
assurance schemes, other purchasers will probably do likewise.

One of the major advantages of a planned approach to standards and
quality asaurance lies in the business of Bxport. No country in the
world is independent of the need to export and the need to build up its
reputation in the countries with which it trades: and
in this Government is necessarily involved. The need for a unified approach
is therefore stressed. Unfortunately, thic is often forgotten until anm
economic crisis is apparent. One need not look beyond India and Japen to
see where the tools of standards and quality assurance are being used both
in building up local production and ensuring the quality of export goods.
Japan has perhaps the most extensive of all national quality assurance
arrangements, cloaely invoking standards. It is no mere coincidence,

I believe, that their national commercial reputation now based upon a
wide variety of products has so vastly improved over the last two
decades and that it is predicted that Japan wil) be ahead of every other
country in its quality control performance within the next seven year




period. It is interesting to note also that in Japan the theory of ‘'Zero
Defects', which is so highly emphasized throughout their industries and
thus encourages a concern for quality assurance from top management to

the lowliest manual worker, is a striking success.

Allow me now to sum up once more. We have noted the recurring
theme of standards and their apnlication to quality assurance, to consumer
affairs, to the quality of locnl goods, to heaith and safety, and to
the vital business of exports - of the 1ink that standarcs provide with
international trade. I am :ure that you would now wish me, before we
come to any final summing up, to re-state the principles of independent
quality assurance and broadly, the way it is operated in many countries
through the agency of standards organizations.

We call the business of indeperdent, or third party, quality assurance
by the name of certification. 1a BS1 we define certification as follows:-

Certification:

Assurance by a ccwpetent organization, independent of trading
interest, that goods are consistently in conformity with a
specification. You will note the factors involved:
Assurance: Dispelling doubt;

Competence:  Includes technical competence, integrity
and authority;

Independence : Of the trading interest;

Consistency: A continuing function. Not a once only,
or one-off affair;

Conformity: A continuing conformity to specification;

Specification: A precise tool. A defined basiz of contract which
may well.be contained in a British >r other standard,
but not necessarily so. !

You will note that certification is a form - a specialized form - of
quality assurance. All certification is a form of quality assurance but
only some quality assursnce qualifies as certification. The great
distinction is, of course, that certification is by a third party, an
organization not under the manufacturer's control and indeed often
independent of the trading interest as a whole; while quality assurance
can be, and constantly is, provided on the sole suthority of the manufac-
turer himself and can be entirely unsupported by any independent evidence.
The second distinction that is less obvious is that my definition for
certification means that only batch or mass production, and not one-of f
products, can be the subject of certification. -

We recently defined what we in BSI practice in relation to our
own Kitemark cartification scheme covering some £500 million worth of goods
per annum and what we are advocating for adoption in international
certification schemes. The definition reads as follows:




The Concept of Certification

The object 18 to provide an ascurance that will satisfy the user
without further inspection and testing, that the products conform
to a specification that has Deen as precisely defined as possible.
An international recommendation published by the International
Organization for Standardization, ISO/R 189, recommends that
each national standards Lody should possess a standards mark,
pProtected by 1law, indicating compliance with standards approved by
the national standards bedy;  the use of a standards mark by a
wanufacturer should be permit od only by the issue of a licence
by the national scandurds bouy, which should take steps to satisfy
itself that the marked goods comply with the appropriate specification.
A 100% assurance cannot be achieved without 100% testing and inspection;
Since this is economically impractical where non-destructive testing
cannot be upplied, a system has to be devised, product by
product, which will provide the desired assurance within practicable
and economic limits, The achicvement of such assurance can be
 secured by the application of qualilv control techniques and
supervisory methodology. The long experience of certification
practice by Standards Organizations, Government and others leads
to the conclusion that this is gcncrally best achieved under a
system which incorporates injtial .esting of a system of Quality
control at the manufactuxcing point, backed by regular inspections
by an independent inspectorate and independentiy verified tests
thus ensuring consistent and rfegular adherence to the Qquality
control disiplines agreed upon and continuing conformity of product.

Briefly we do not seck in the UK to provide, and certainly not to impose,
any particular scteme of qQuality control, The devising and maintenance of
8 quality control system suited to the product is the business of the
manufacturer. It is not the business of BSI. What we do try to do is, first,
to offer an independent Survey and, we hope, approval of the firm's own
quality assurance arrangements. Secondly we offer, after the initial
acceptance, - a'system which provides a reasonable and economically
practicable check on that system that we have previously approved. In
Providing this service we never take over any of the responsibilities of the
manufacturer, but we offer him, and, through him the uses an independent
&ssurance that the manufacturer's quality control system is being properly
maintained.

We hop: that a number of advantages will flow from such & service:-

To.the manufacturer: An impartial, expert and continuing check
that his quality assurance scheme is satisfactory.

To the Quality Contro; Manager :

A supporter and adviser.

To the user: An impartial assurance that Quality and
reliability are being well looked after.

To the Marketing Manager:

A considerable additional tool for
selling purposes.




The basic system is, in principle, & simplc affair even if the
detail often involves specialized techniques. A manufacturer asking
to come into the scheme is told about the obligations it imposes. On
his formal application, he is visited by a reprusentative of BS1 who
inspects his own quality control arringemenis in detail, records what
the practices are and takes samples of the products for which certification
is required, for independent testing against the specification. if
both inspection and testing reports come -up to the requirements of the
standard and of the specific requircmunts of the scheme of supervisior
and control dcvised by BSI we grant ! ma licence to use the Certification
Trade Mark of the Institutic.. We siy, in eifect, that provided the
control he exercises in relation to his bought in materials and components,
nis production, his testing, inspection and record keeping remain as
recorded he can continue to mark his products with this Mark. But we shall
continue to check his quality control through regular inspection and testing
«nd shall withdraw his licence at any time if we consider his control
ceases to be effective. Basically the same system - that of regular
checking of the manufacturer's own quality control - is the method used by
all Standards Organizations which provide a certification service.

Other bodies independent of stanaards organizations operate cegtif!cation
schemes. Well known examples arc those connected with insurance interests
such as Lloyds Register of Shipping, Bureau Veritas (France), Underwriters'
1.aboratories (USA) and the Iatcrnational Wool Secretariat's Woolmark scheme.

Similar schemes to those operated nationally are planned for on an
international scale. One such - a model in many ways - is nearing maturity
in Europe and is concerned with Electronic Parts of Assessed Quality.
1t provides an example of a successful co-ordination, through standards, of
Government and the private sector working to the same basic specifications,
the same basic quality assurance rules and using the same inspectorates.
Startéd in the United Xingdom as the Burghard scheme and run by BSI, it has
developed rapidly to the point where 6 European countries have indicated that
they will participate in the scheme, and it is hoped that the first °'European
Components' will be available by the end of the year. Considerable interest
has also been expressed in this Buropean scheme by Japan, Canada and America;
and it has now been agreed within IEC that the possibility of that organization
taking on, in due course, the expansion of the European scheme to a woild
wide one should now be examined. Thus a sound scheme vitally linked with
standards and standard quality assurance procedures is progressing rapidly.

1SO too is, at the time of writing this paper, about to discuss the
formation of a high level advistory committee on international certification.
All this activity emphasises the need for the harmonization of quality assurance
and acceptance procedures since differing practices create hidden barriers
to trade, now revealed as tarriff-barriers are increasingly removed. The
question at the heart of all current attempts to promote mutual recognition
of quality assurance arrangements is how to establish wutual confidence between
the authorities concerned in the different countries 2nd within what organ-
izational framework this objective should be pursued. The main focus of
ac tivity in this field today is Western Europe.




CONCLUSION |

It is time to conclude.

I indicated in the beginning that I would not be seeking to give you
a plan, but I hope that I have demonstrated that there is a good case for
the following. It is no more than a framework within which you can plan
the details as suits the particular national case. Here then is that broad
conclusion which is nroposed for yorr further consideration:-

That the business of standards is a central point in
economic national planning.

That it is of critical importance in the business of
Quality Assurance.

That, as regards International Quality Assurance excellent
progress is being made through the agencies of stamdards organisations.

That the Consumer Movement is a very valuable one and needs to
be educated into the quality assurance business.

That standarde organizations both nationally and internationally

are responsive to the movement of world events - and not least in
this area of responsidility of UNIDO - that of Industrial Developaent.
We send our greetings and good wishes to all those represented here
and undertake in the future to continue to help and offer advice

from the knowledge we have accumulated both in failure and in success.
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