G @ | TOGETHER

!{’\N i D/? L&y

=S~ vears | for a sustainable future
OCCASION

This publication has been made available to the public on the occasion of the 50" anniversary of the
United Nations Industrial Development Organisation.

’-.
Sy
B QNIDQI
s 77

vears | for a sustainable future

DISCLAIMER

This document has been produced without formal United Nations editing. The designations
employed and the presentation of the material in this document do not imply the expression of any
opinion whatsoever on the part of the Secretariat of the United Nations Industrial Development
Organization (UNIDO) concerning the legal status of any country, territory, city or area or of its
authorities, or concerning the delimitation of its frontiers or boundaries, or its economic system or
degree of development. Designations such as “developed”, “industrialized” and “developing” are
intended for statistical convenience and do not necessarily express a judgment about the stage
reached by a particular country or area in the development process. Mention of firm names or
commercial products does not constitute an endorsement by UNIDO.

FAIR USE POLICY
Any part of this publication may be quoted and referenced for educational and research purposes
without additional permission from UNIDO. However, those who make use of quoting and
referencing this publication are requested to follow the Fair Use Policy of giving due credit to
UNIDO.
CONTACT

Please contact publications@unido.org for further information concerning UNIDO publications.

For more information about UNIDO, please visit us at www.unido.org

UNITED NATIONS INDUSTRIAL DEVELOPMENT ORGANIZATION
Vienna International Centre, P.O. Box 300, 1400 Vienna, Austria

Tel: (+43-1) 26026-0 * www.unido.org * unido@unido.org


mailto:publications@unido.org
http://www.unido.org/




10 7
]

125

oy




El

RESTRICTED Agril 1985

DEVELOPMENT (F STANDARDIZATION
AND QUALITY CONTROL
DP/SRL/82/003/11-01/31.3.X

{ SRI LANKA

Technical repart: Development of Industrial

Cansultancy Servicei;;Mf

Prepared for the Government of Sri Lanka
Oy the United Nations Industrial Development Organization, acting as

executing agency for the United Nations Development Programme

Based an the work of Ervi Sirvio
Consultant in Industrial/Production Engineering

United Nations Industrial Development Organization

Vienna

This report has not been cleared with the United Nations Industrial
Development Organization which does not, therefore, necessarily chare
the views presented,




e . &=
EXPLANATORY NOTES

S1ST =  Sri lanka Standards Institution
(National standards body)

SLS Mark

Sri lanka Standerds Mark (a quality certification
mark demonstrating conformance to standards)

Rs. =  3ri Lankan Rupee (about US § 0.037)




ABSTRACT

This report covers a part cancerning "Development of Industrial
Cansultancy Services" by SLSI of the mroject "Developmert of
Standardization and Quality Contral" (DP/SRL/&2/003/11-01/31.3.%).

The mission lasted six menths, from November 1984 to April 1985.

The Duties and the Results were mainly:

a) Identify areas where Industrial Consultancy is needed for

upgrading standardization practices and quality.

The investigations showed that there is a big need in many

kinds of industries to develop especially quality assurance,

b) To advice and assist to set up a Cansul*ancy Unit within
SLSI.

Organizaticn and systems were planned and taken in use for
consultancy services.,

¢) Training cf the staff.

Three Training Cowrses were arranged mainly for over thirty
staff members. Seven Consultants were trained an the job
in cansulting assignments. Cansulting Manual has been written.

d) Provide necessary casultancy services in association with
the naticnal stalf,

Nine proposals for cansultancy o different kinds of industries
were written. During *the missicn were 07 of these sold and
starved and two finiched. The sold propcsals include in total
about 180 censulting daye and the total fee (without travelling
costs) is about Rs.91,000. During the missian total 7 Consultants

have warked in industries together about 55 days and the
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correspaiding casulting Iees (without travelling costs)

are in total about Rs. 35,C00.

There are also given in this repart recommendations fcr the

futiz= sepe <~tely to SLSI Management, the Sri Lanla Gevernment

and UNDP/UNTuO Project Management.
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INTRODUCTIQN

in recogniticn of the impertance of standardization and quality
assurance as nezessary adjuncts to sustain and accelerste the
ecanomic development of the cowntry, the Government of Sri Lanka
concluded in 1982 an agreement with UNIDO to execute a large
scale project (DP/SRL/82/003/A/@/37) aimirg et developing
standardization and quality assurance activities in Sri Lanka,

As a part of this project Industrial Consultancy Services are
developed in following way:

"The Industrial Consultancy Unit will be es:ablished as a part of
SLSI and will be located within SLSI. The ultimate objectives

of its functians will be to ensure a betier utilizatian of natural
and human resources and increase in efficiency and quality in
irdustrial production thus making products more competitive, and
the developrent of a cansultancy scheme far inductrial
enterprises and public institutions caicerned with industrial
development.”

Mare backgramd infermation is given in *he Ceusultant's Job
[2scription. The main practical functions are mentioned in the
chapter "Abstract".

The Consultant's Pest Title hac tesen "Expert in Industrial/Prodictian
Ergineering”,

The missian started in the beginning of November 1984 with 2 days
briefirg at UNIDC in Vienna, After that it cantinued at SLSI.

The duration of the mission was ariginally planned to /4 months.

In January, it was decided to extend it to 6 months fcr getting
mere Cansultant's time for installation in industries. The mission
ended thus at the end of April 1985 with 2 days debriefing at
UNIDO in Vienna.




The members of Intematimnal and Counterpart Staff are mentianed
in Annex 1 (pJ0). The Consultant wishes to recard his
appreciations of the cmsiderable helr and co-operatim afforded
to him during his missicn by this staff and also by many other
people.

Suggested daistribution of this report is in Annex 23 (p.89).
ugg 9




RECOMMENDATIONS

In the fcllowing are listed Recommendations on how to continue
with consultancy work and Recommendations of mare general nature.
They are addressed separately to SLSI, the Government of

Sri Lanka and UNDP/UNIDO in descending arder of priority.

Recommendations to SLSI Management

1) There should be clear, if pcssible measuratle, objectives
with personal respeonsitility far SLSI staff and its Divisions.
Treining in Management should be arranged in Sri lanka, if
needed.

It is impartant to extend these objectives to personnel for
the canduct of their day-to-day affairs, Fcr example, now
ycu hear toc aften that an Officer has taken surprisingly
leave or nobody (including his chief) knows when he would be
returning to wark.

2) It should be written urgently a Jcb Description for Consulting
Manager (Acting Deputy Director-General) and determine as to
how much of his time can be used for managing cansultancy werk.

One full time Consulting Manager can lead simultaneously about
5 consulting assignments and sell new assignments.

It seems to be reasanable to cantinue with ahbout 3-5 simultaneous
assignments to the end of year 1985. Then there will be so

much experience that it can be decided, what the volume and
organization of consultancy should be.

With increase in demand fcr cansultancy werk, it is recommended
that another Consultancy Manager be appointed who will
undertake part of the cansultancy managerial functioms.




3)

4)

5)

6)

7)

It is impcrtant that systematic casultancy techniques are
followed and developed further. Especially time schedules
and Casultant's reparts must be cantrolled continuously by
Cansulting Manager. Code of Ethics and Cansulting Narms
should be revised when mare experience has been gct.

Later on when good reference assignments have been fulfilled
it should be written about these case studies for publishirg.
It could also be good marketing to present these cases on

public conferences, etc. by SLSI pecple or by the customers.

The fees for cansultancy should be raised cansiderably,
perhaps to abcut the double in the near future.

The results of cansultancy are rainly dependant on the quality
and experience of Cansultants.

It is very important to develop their skills. They must be
given especially opportunity to learn of each others by common
assignments, reviews and by visits to other customers plants,
etc,

The plans of SLSI Management to send Officers to industriez
fer gaining of practical experience is highly recommendable,
especially for Consultants, and sholld be fulfilled as scan as
pcssitle,

Incentive Bonus Scheme is very impartant for Consultants
personally. It should be monitored cantinuously and revised
vhenr needed., '

Far offering of broader scope of consulting services there
should be established co-operation with other Government
Consulting Crganizations.,




8)

9)

Humen Relatims and changing of people's attitudes, fcr example,
in case of Resistance to Change, are very important in
cansultancy. Therefore, it should be established co=-operatim
also with Casultants specializing in Behavioural Sciences.

It is useful to change experiences with the Consw tants of
cther countries.Standards Institutions., The Twinning Agreement
with Indian Standards Institution should be utilized efficiently.

SLSI should be developed more outward oriented. General
Public Relations activities should be increased and SLSI staf?
should be more out in industries.

Recommendatians to the Sri Lanka Government

2)

3)

The Government is recommended to make SLSI mcre known in
industries and Ministries, This would increase the utilization
of SLSI's versatile rescurces in consultancy for improving

of productivity of industries. Regular meetings could be held -
between the Ministries and SLSI.

The Gevernment should increase by all means the Quality
Consciousness of casumers ard industries.

Many industries complain that they cannot compete with low
quality, cheap imparted products. The quality inspection of
these products is needed urgently.

The Gevernment should encourage SLSI for better efficiency

by giving clear objectives and by cantralling the results. One
example of lack of this ic the metrificatio refcrm, which has
stopped and don't seem to advance any more. The staff chould
be rewarded far gcod results.




4)

5)

6)
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The present division of SISI in feour locatims makes the
co-operatim and commmications within SLSI more difficult
and causes extra costs. The Govemment should give money,
that the whele SLSI cculd be cncentirate in same building
as scan as pessible,

There should be more clear industrial policy for Sri Larka.

The Government should improve the confidence between the
Government Organizations and Private Industries.

Many Gevernment and also private industries are so pocrly
ranaged that they should need urgently qualified Management
consultancy first, after that it is time to develop their
products, Quality Assurance, Internal Standardization and
manufacturing metheds.

The Gevernment could help £ inancially the Campaniss in this
development.

There is unemployment in Sri lanka but many industries
compiain that they cannot get Workers.

The Government should start and increase the vocatimal
schooling in large scale for industries.

Recommendations to UNDP/UNIDO Proiect Management

1)

It is recommended that zlso UNDP “JNIDO rakes SLST casultancy
services nown in camection of its cantacts te Ministries,
Industries and UNIDO Experts.




2)

UNDP/UNIDO should fcllow up the development of cansultancy
services. This should be done at least in TPR-Meetings twice

a year but in the beginning more of ten, fcr example, four
times a year.

The best document far fcilow up is Periodical Report of
Cansulting Activities (Amnex 17, p. 82 ). This report is
rublished ance ‘a manth, but it is cesy to meke a summary, far
example, of 3 reparts, if the fcllow up is done 4 times a year.
The report shows the sales activities and utilized cansulting
+ire/money earned during the period and the backlog cf
cansulting days and earnings now.




I. NEEDS OF CONSULTANCY

To get an overall picture of industries, their problems and
the need foar cansultancy, 19 Companies cr factories and

5 Governrent consultancy arganizatians were visited. Tt was
also made a market study to find out the casultancy needs.

The need for and interest in cansultancy in quality and internal
stardardizatim is high. Also Companies whizh do not recegnize
immediate need for consultancy are interested in training the
people in their plants,

Detailed repcrts are in Annexes:

- Amex 2 : Summary of visits to factories and organizatioms
(po 31 - 34 )

- Amex 3 : Results of market study (p. 35 - 43 )




II. CORGANIZATION AND SYSTEM FCR
CONSULTANCY SERVICES

A1l matters presented in this chapter have been accepted in SLSI's
Tectnical Planning Commitiee and in Council. They have been taken
in use during the project.

A. Objectivec and tasks

The cbjectives cf camsultancy services are:

a) To improve the industrial productivity o the country threough
application of standardizaticn and quality assurance mrinciples.

b) To increase an awareness of SLSI Standards and its services
and thereby to improve the co-operation between SLSI and ihe
industries.

¢) To give the SLSI staff an oppartunity to solve systematically
the industrial problems and to undertake developrent projects
on standardization and quality assurance in industries.,

d) To increase the revenue of SLSI.
The main tesks are to market and carry out cansultancy and
training in industries concerning standardization and quality

assurance,

These tasks are clarified closer in Arnex 4: Tasks of casultancy
services (p.44 - 45 ).




B. Orranization

In general, the consulcancy services are handled by the Consultancy
Unit with fallowing exceptions:

a) Concerning training the Censultancy Unit deals only with
company internal training in standardization and quaiity
assurance and ail In-plant training chould be handled by
the Cansultancy Unit.,

b) Cansultancy Unit does not deal with general trairing or
advisory activities carried out by Implerentation Division or
cansulting in laboratory training or testing services.

For organieation of Cansultancy Unit were presented 4 different
soluticns (alternatives). These are presented in Annex 5

(p. 46 - 49).

It was confirmed that each of all 4 solutions is suitable under
different stages of development.

It was decided that at this initizl stage the alternative 2 is
most suitable under this arrangement. However, other crganizationzl
arrangements would be caisidered in the future.

In alternative2, the Deputy Directar-General will be the Head

of Cansultancy Unit. He uses as part time Cansultants resources
from Technical Divisions fer cansultancy projects. He is adyised
by the Technical Planning Committee and Director General.




C. Code of ethich, cansulting norms

Because Management Cansultancy is new far SLSI'and far many: iddustsdies
it is important that the main principles and procedures of
camsultancy are cleer to SLSI staff and ths custamers.

Therefcre these notes were written (Annex 6: Code of ethics,

casulting norms (p. 50 = 53) . The paper bas 12 paras and it
is attached to every mwoposal.,

D, Marketing of cansultancy, proposal

. . I
e oL Tas

Marketing in general’ = ==—

The marketing tasks are listed in Arnex 4 (pe 44 - 45).

The active marketing is dane by Cansulting Manager and also by the
Ccnsultants. But in general, all Qfficers and Directors are
marketing men also for cansultancy. They must infcrm Consulting
Manager about potential custamers they meet. On the other hand,
the Consulting Manager and Cansultants must infcrm for example,

| Implementation Divieirn and Laboratories about the customer needs
from these Departments. v

Because the censultancy services are new and not in general known
to many industries, a btrochure had been prepared sbout SLSI's
casultancy services for distribution to potential customers,

The brochure is shown in Annex 7 (0.250-58), The ariginal
draft of a longer lrochure is shown in Annex 8 (p. 59-63). The
latter stresses also the customers' problems and the benefits
from ccnsultancy survey. These points can be also used in
merketing.




It is important that the marketing efforts are made taverds
Company Top Managers (decision makers)., Far example, Quality
Cantral Chiefs might be very interested to discuss with
Cansultents, but they very seldom buy services from Cunsultants
or recommend it. Thus during marketing stress should be m the
benefits to the customer (if possikle in namatary terms) of
cansultancy than for example, Systems of quality assurance.

Proposal

The final result of marketing is the rroposal (tender, offer)

to potential custower. An accepted proposal will be an agreement
between the Client and the Ccnsultant,

The first prerequisite far proposal writing is that the Client
knows what he wants from Consultant cr in other wards he must
have a prollem,

The proposal writing starts in general with a visit to the industry.
Interviews should be arranged with the Top Manager and other

key persans. It is im rtant that thése key persans who see the
results of the protlem will be interviewed. Far example,

concerning $tandardizatian, Purchase and Assembly Departments and
concerning Quality, Sales and Quality Cantral Departments.

Hot anly persanal opinims but facts and figires (at least estimates)
should be collected as much as pcssible,

The initiel visit to-the potential Client might last from 2 hours
to 1 day.

If it is not obvious what services the potential Client needs or
if there are many alternatives or if the Company is very big with
different mroduct lines ar departments, it might be good to offer
first a preliminary study (Prestudy). It is a survey which result
is an analysis repert an present situstian with recommendations to

actions and/ar developing program.. This again might lead to writing’
cf B new proposal.




Example of a proposal is ir Annex 9 (p.64-69),

E. Execution of nssignment

Main points of the execution are mentioned in the proposal. The
usual steps are listed in Annex 10 (p. 70).

The fcllowing are some comments an these main points and steps:

a)

b)

c)

d)

Preparatimn in SLSI Office before starting at customer's plant
may include:

- Selectim of Cansultant(s).

- Interviews af SLSI people who have visited the Client
Company earlier,

- Planning of Tentative Project Schedule (example in Annex -
11, p. T1). The vertical lines with arrows indicate the
progress during the time of Steering Committee Meetings. The
schedules are very impartant tools far' steering of the project,

Information to the Client's persannel is very impertant. We must
check and assist the Client's Menagement in giving it,

Facts must be presented in figwres, preferably in moretary terms,
cancerning, far example, analysisyobjectives and follow up. Also
rough estimated figures are much better ihan aly verbal
explanations. If figures are not available in the beginning,
they mist be found during the project.

Training alme has not much lasting value, It must always be

coupled with the Client's prohlem solving and creatim of cacrete
development proposals.




f)

Concerning progranm arganization, we must izié,truett‘bhe “camterparts
to work systematically.

- All tasks mst be given in written form with time schedules
for camletion of the task.

- Steering Committee Meetings must be held regularly and they
must be carefully prepered and canducted by the SLSI staf?.
All meetings must have written Agenda which includes at Jeast
following: Opening, Minutes (decisims) fram Frevious meeting,
aProgress Repart with Time Schedule, Proposals (suggestims),
Date far the next meeting., A1l impcrtant proposals must be
distributed in advance, '

Final Report is written at the end of the program and regented
in the last Steering Committee Meeting. Its purpose is:

- to give the Client a clear picture what he got for his meney
and for his own effart.

- %o give SLSI guidance far other assignments and other
Consultants as to how the job was dme and results achieved.,

Therefare the Final Report might indiude far exarple, following:

- Preface (reference to Proposal, calender time, caisulting time
used, name of Cansultants, Steering Committee, Work Team, etc,).

- Summary of Results, results compared with objectives in
figures and intadPble resitss,

- The main steps of the execution, problems encountered.

= Recommendations fcr the future, for example, fallow up system
for the &xpected results.
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g) It is useful also for us to keep cantacts with the Client
efter the assignment is completed. It is better to carry out
ancther survey after 1-2 years with the cansent of the Client
in arder to re-check that the froposed systenms are working
catisfactarily.

F. Fees fer consultaicy

Ir all cansultancy assignments, we should aim at selling results
to the Client. Far achieving certain results, we estimate in our
proposal as to how much time would be required as cansulting time.
If the results are measurable in naeetary terms, the pay back
time for casultancy costs could be worked out and it might be

3 - 1 year. From customer's viewpoint, the cansultancy must be
seen as investment. Background infcrmation abaut fees is in
Annex 12 (p. 72-75),

Fees are in Rupees per casulting day. Fer the mresent ongoing
assignments, the fees in general without travelling costs are:

Cansultants Rs. 500 per consulting day
Casulting Mensger Rs. 750 per cansulting day,

The fees were set rather low because we are new in business.and h

we didn't know the reactiom of potential customers. Nc custamer
has complained of the high fees.

G. Staff of consultancy

Resources for casultancy are in general all Officers and Assistant
Directors of SLSI, total about 66 people. How these Cansultants
are selected was discussed earlier in the chapter "Organization”,




A questionnaire was sent to all these Officers cancerning their
suitability and ﬁJ.lingness for casultancy. Similar questims
were asked from those who participatsd in consultancy training

(28 people) program.

The sumary of the answers:

a) Many scientific and technical areas were represented amang
SLSI staff.

b) Majority of the staff has attended training courses in quality
and/ar standardization in Sri lanka or ahroad.

¢) Very few of the s.aff had any industrial or mnagerial
experience befare they came to 5LSI.

¢’ Nearly all are willing to participate in cansultancy.

e) About 2/3 of the trained judged their suitability fer
cansultancy as "great" and about 1/3 as "medium". 85% of
ther judged their availability as "gcod" and 15% as "medium".

However those who expressed their willingness to wndertake
cmsultancy may need further training and experience in industrial
problems betare they are given consultancy work.

Suitable education and industrial experience in the same or similar
area where cansultancy is done, are necessary, Persanal qualities
are very impartant and a good Consultant is in general:

- good leader, peorle criented;
- results oriented;

- analytical and systematic;

- gocd salesman.,
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There are suitability tests fur potential mansgement Cansultants.
These can be recommended especially if full time casultancy are
to be appointed to the SLSI staf?f.

Industrywise specialization of Cansultants might be partly necessary.
This is pcssible due to SLSI's versatiie resources. There are also
industries where more generalist type of Omsultants are good

enough, Spe¢ializatim due to services is also needed, fcr example,
trainirg cr statistical quality catral.

Cansultancy is ir general team work. In all assignments, there
should be 2 Cnsultants, in large mes may be mare.

Jdre of the Cansultants is Casulting Manager, who is respamsihle

far the plarning, marketing, direction and contral of usually
meny assignments.

How should the total casulting time be divided between Cansultant
and Cansulting Manager? It depends on the nature of the assignment,
experience and specializatian, étc., 4 rule of thumb is that the
time of Cansulting Manager is 1/5 of that of the fcnsultant. Or an
average every time when the Ccnsultant has worked about 5 days at
Client's plant, the Consulting Manager comes to spend 1 day far
planning and catrolling of the assignment. This means that cne
full time Cansulting Manager can lead simultaneously in general

5 assignments,

The Job Descripticns for Consultant and Consulting Manager are in
An.nex 13 (po 76-77 )o

For rewarding of Cansultants for jobé well dane and far making
cansultancy attractive, an Incentive Banus Scheme was developed,

This means that 25% of casulting fees is distributed to Consultants
efter successful assignments, The Scheme has been approved by

SLSI Ceuncil and is presented in detail in Ammex 14 (p. 78-79).




It is very impartant that the Cansulting Manager contrdls the quality
of assignments and conditions for getting baus, which are:

a) The top (lient (for example, the Chairman of the Steering
Committee) is saticfied and he is willing. if needed, to write
& letter of recommendatian to Directar-General of SLSI and that
the assignment can be used as reference.

b) The objectives have been achieved within the criginal time schedle
ar arended time schedule. In latter case, the delay must have
been caused wholly by the Client and accepted and recorded
in Steering Committee Meeting.

H. Planning. camtrolling and reporting

Fer oversll review of cansultancy work by Cansulting Manager and
SLSI Managerent, some forms have been designed and installed.

Consultant's Weekly Repart {Annex 15, p. 80) . is filled by
Cansultant per assignment and sent weekly to Cansulting Manager.
Its purpose is to infcrm Consulting Manager about the progress of
the assignment. Billing of customer is based an utilized
cansulting time given in these reparts.

Assignments Summary Schedule (Annex 16, p. g1), is filled by

Cansulting Manager and distributed and discussed in every Technical
Plamming Committee Meeting (once a month). On schedule there is

a rough total plan for all angoing, rew and proposed assignpents,
Its papose is to help the Management to plan and cantrol the
assignments and resources.
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Periodical Repart of Consulting Activities (Amnex 17, p. & ) is
also filled by Cansulting Manager and discussed in Technical
Plamning Committee ance a month. This report shows mainly:

- What proposals have beea written and sold/los. since previous
meeting.

- How many cansulting days have been worked and how much money
earned since previous meeting.

- What is our backlog of casulting days and earnings now.

The purpose of this report is to give an overall picture of what
has been dae and how much we have of cmsultancy work is left,

List cf Potential Customers (Annex 18, p. 83 ) is also maintained
by Consulting Manager and discussed in every Technical Planning
Committee Meeting. It is important that all essential leads and

cantacts cancerning potential customers are m the list and will
be discussed and evaluated.




IIT. TRAINDNG CF THE STAFF

3 training courses were arranged far Consultants during the
project,

a) Genoral Trainirg Course an Cansultancy
- 10 hours during 24 - 29.1.85
- Perticipants: 36 staff members (Standards Officers, Ascistant
Directors and Directors)
- Program: Annex 19 (p. 8;).

b) Warkshop an Quality Circles
- 5 hours during 18 - 19.2.85
- Participa.nt.s: 11 staff members
- Program: Annex 20 (r. 8%).

¢) Warkshop on Experiénces of Ongcing Assigaments
- 5 hours during 24 - 25.4.85
- Participants: 35 staff members
- Program: Annex 21 (p. 86)..

Training an the job (consulting assignments) has been the most valuahle
training. This way ? Cansultants have been trainéd..

Far guidarce of cansultancy work, a Cansulting Mafthal Tom.

Cansultants was prepared, TIts takle of caterts is in Annex 22
(p. 87 L J 88).




IV. INSTALLATION IN INDUSTRIES

During January - Xaril 1985, 9 proposalé were written to different
ldnds of industries (Amex 17, p. & ). Of these proposals, 7 have
been sald and,m @efar. The sald proposals include

in total about 150 cmsulting days and the total fee (without
travelling casts) is about Rs. 9I,000.

This irdicates that the demand for camsultancy and the possibilities
of selling are camsiderahly tig,

The first assignment started at the end of January 1985 and the
other 5 during March - April (Amnex 6. p, 82), 2 asgignments
were finished during the project time befcre the end of April. In
total there have been 7 Consultants in assignments., They have
utilized so far abaut 55 cansulting days and the correspanding
casulting fees (without travelling costs) are about

Rs. 35,000,

Some observations about the first assignments:
a) The level of development varies very much in different Companies.

The Top Menagement in many Companies is very positive to our
Proposals at the developing stage., However, we have no
experiences as to how their suppart will cantinue when the
most difficult stage, the installatiom, starts.

There are however, many industries which have not developed
therselves their producticn or products far a lmg time. The
developing potential is high for cur assignments but the
industries own staff is not used to development and may resist

change.,



b) Some industries have other protlems, which meke developing of
quality systems and standardization difficult, for example:

~ No Company strategy in general.

- Fo infrastructure for suppart.

= Productimn technalogy and warking metnods -sn g0 mircitive
level that achieving cf quality is very difficult.,

- No willingness to invest m quality, for example, cancerning
cantrol equipmrent,

¢) Al Companies and sometimes our Cansultants are not used to
evaluate in-terms of figures and money values instead of often
long verbal explanations,

Also estimted figures give in general greater interest amang
Top Managenment.

d) Many Consultants have still much to learn cancerning cimple
presentations and shart repert writing.

Most Consultants have not filled the Cansultant!s Weekly Report
although it is a very impcrtant tool for catrolling cof
assignments,

e) One main reasm why the industries use Cansultants is that they
achieve results quicker than their own staff. Therefcre, keeping
to time schedules are very impcrtant,

In same cases the Consultants have neglected schedules themselves
ar have not demanded the Client to keep to time schedules,

If the assignment is behind the schedule, many kinds of
difficulties may arise.



- 29 -

During the few last weeks of my assignment, there has been a
stagration in proposal writing. List of Potential Customers is
anyway lang and offers new exeellent sales opportunities. Cantinuity
is very impartant,

It is obvious that the bottle neck now is due to nan-availability

cf resources within SLSI, ar to what extent they should get invalved
in this work is a policy decisicn.



ANNEX 1: INTERNATIONAL AND COUNTERPART STAFF

Fer the Sri Lanka Standards Institutioam

Dr. N.R. de Silva - Project Directar/Directar-General

Mr. C.D.R.A. Jayawardane - Project Executive Secretary/Acting
Deputy Directar<General

Mr. W. Tirikawela - Assistant Director (Cansultancy & Training).

Fer UNIDO

Ms. E. Taitt - Institutimal Infrastructure Branch, Viemna

Mr. T.S. Schroll - UNIDO Office, Colombo

Mr. J. Mattssan - ONIDO Office, Colombo .

Mr. E. Sirvio - Consultant in Industrial/Producticn Engineering.

For UNDP

Mr. C. Jan Kamp - Resident Representative, Colombo.

4 Project Meetings were held during the period of the Consultant

attachment for reviewing the progress of the mroject. The participants
of the meetings were:

- Ir. N.R. de Silva (Chairman)
- Mr. C.D.R.A, Jayawardane

- Mr. T. S. Schroll

- Mr. J. Mattssan

- Mr. E. Sirrio



ANNEX 2: SUMMARY (F VISIT TO FACTORIES AND ORGANIZATIONS

General

The purpose of the visits was to get an overall picture of

industries, their problems and the need for ccnsultancy.

Fcllowing Factories and Organizations were visited:

Company/Fsctary -

Ceylon Cold Stores/Colombo

Keels Products

Lever Brothers

Government Owned BCC/Soap

Ceyla Tobacco/Calombo

Pugoda Mills

Asian Cottan Mills

Kandygs Handloom Eouse

Leather Corparation/Colombo

Steel Corparation

Hardware Carporation/Foundry

Brown & Company/Engineering
Division

Colombo Commercial

Keselwatta Industries & Agencies

Kelani Cables

Electro Plastics

Natimnal Paper Corperatian/
Embilipitiya

Brown & Company/Masms Mixture

Gestetner of Ceylon

National Institute of Business

Management (NIBM)

Main products

Food

Food

Consumer Chemicals
Soap

Tobacco

Yam, fabrics
Yarn

Fabrics

Leather, foctwear
Steels

Castings

Tea wachinas

Tea machines
Galvanized buckets
Cables

Electric Accessaries

Paper

Paints

Duplicating ink
Cansultancy, training,
research

Ownership

Private
Private
Forelgn
Gevernment
Fereign
Gevernment
Private
Private
Goevernment
Government

Gevernment
Private

Government
Private
Private
Private
Geverngent

Private
Private
Geovernment




Ceylan Institute of Scientific Research Gevernment
ard Industrial Research (CISIR) |

Sri Lanka Institute of Cmsultmcy.tr&ining Government
Development Administration
(SLIDA)

Natimnal Engineers Research and Cansultancy Government

Textile Training & Jervices Training Gevernment

C act : Main products Ownershig

Development Centre (NERD -
Centte)

Centre

The need far cmsultancy in these industries is described in Annex 3:
Results of market study (p, 35-43 ), Palliowing general observatims _
ere made as a result of the factary visits and the market study.
Some of them might be opinicns expressed by some individuals met
during the visits.

Findings:

a)

b)

c)

There seems to be no clear Industrial Palicy for the country,

Many Government and also private domestic omed industries are
poorly managed and reluctant to developmert. Some Companies

may compensate their industrial losses by having many commercial

agencies, Many Companies should urgently need company
strategy and management consultancy befcre any help from SLSI
or pney for investments from the Government,

Scme Companies complain that they cannot campete with imported
products which they claim are cheaper and often inferior

(e.g. imparted electrical accessories, yarn, cast ircn pires
and duplicating ink). There is no quality inspectian fer

these imports.




d)

e)

£)

g)

h)

There seems to be lack of confidence and co-operation between
private campanies and Government organizations and even between
companies, Very often, the Compenies close their Jocrs for
competitors. Even turnover figures are kept secret. No
Associstims of Manufacturers exist in order t- obtain advice
an areas such as production technalogy.

The vocational schooling in meny branches and campenies does
not exist. The companies admit that training of their people
in, for example, quality, is important., Some companies are
suspicious cancerning training because "there is a risk that
people leave the campany after training®.

Some companies wish to obtain cansultancy services from S.SI
free of charge.

Many campanies camplain that SLSI is not kmown to industries.
Statements made were: "SLSI is a dead campany”, '"We didn't
know that you have a textile laboratory”, '"We dan't know

what standards you have written", "More propaganda for cansumer
sandards", "SISI does not have sufficient autharity", "SLSI
should be arganized an membership basis", Some campanies

want to have National Standards for mare products, for example,
printing products, matches and shoe sizes. On the other hand,

"some campanies scem to expect much Zrom the Government and

SLSI witkout doing anything themselves.,

Some campaenies use fareign standards although there exist

SLSI Standards. Far example, British Standards are used

for cement and carete, cast iron pipes and for some rubber
and electrical products and steels, PVC pipes and fittings are
bought in some cases from Japan ar even from local manufacturer
using foreign standards. One Mechanical Fngineering Company
uses in general Britieh Standards because they have earlier
been a British Company.




i)

)

k)

Metrification seems to advance very slowly in some areas,

In mechanical engineering, imperial sizes are used far local
fasteners. Imparted steel standards are in imperial sizes
which may be cheaper than metric sizes as they might be obsolete
in other camtries. It is the same thing with the sizes of
writing paper. The metric sizes A4 and A5 are rare. The
Jewrnalists, TV and radio still live in imperial age cancerning
lengths, distances and areas.

Some companies are not interested in SLS mark, because "the
clients are not interested and they say that their products

are better than SLS marked products", fcr example, cahles and
consumer chemicals. On the other hand, e company claimed:

"SLS mark should be made mandatory for essential casumer goods'.

The need far cansultancy work in quality improvement and in
internal standardizatian seems to be fairly high. Some
companies even don't know the quality level which the customers
need. Many companies complain that they dan't have

equipment and facilities for quality catrol or that already
the quality of raw materials is poar. Some companies admit
that the biggest problem is too low quality awareness of their
people or customers. Internal company standards seem to be
rare, The primary task is to get the companies to realize

the impcartance of these things for themselves,



ANNEX 3: RESULTS (F MARKET STULY

General

The study was carried out in November-December 1984.
The purpose was:
a) To find out areas and Scope of consultancy needs in general.

b) To obtain seles leads.

The study was mde by sending a covering letter (p.39 ) and

& questionnaire (p.40 - 43) to industries fcr filling in and
retuning., The questionnaire was desigred so that it was

as easy as possible to fill in. The tabulated figures (p.41-43)
indicate the number of answers received which will be explained
later.

The pepers were sent to all kinds of industries:

- different areas and products;

- different size of companies;

- private and Government owned;

- JSLSI's earlier "customers" and "nan-custamers",

The total number of industries to which the questionnaire was
sent, was 246.

Summary of results

The total number of industries which answered was 50, that means,
the response was 203, The low respmse may be partly due to the
many guestionnaires industries have got in recent time from

the SLSI, or may be because many companies simply don't know
what SLSI is. The new name af SISI i8 not known yet and many
people of SLSI's own staff still use the old name "Bureau of
Ceylan Standards" also in discussions with outsiders.




The total number of the companies which answered were:

Private - 36
Gevernment ar Semi-Government owned - 14.

Their main products were from fallowing areas:

Chemicals

Textiles )
Leather or rubber

Food, beverages

Cement or concrete
Mechanical engineering
Steels, castings
Electricai engineering
Others, cne of each total

“\SImNN\»\»U\\)\DE

Even if the respanse was low, the answers give clear indicationes
aboirt the need fer consultancy in general. In addition, some
answers and factory visits gave concrete sales leads.

The answers are too few that ocne could make difference between

the needs of different product areas. The needs of Government
Industries are greater than those of private campanies, but

pmany cf them have other bigger problems which must be salved first.

In the fcllowing is a summary of the replies received, the most
of them are in the tabulated figures in the questiomnaire (p.1-43).
Following comments are given to the questions nos, 7 - 18.

7. Your problem area No. 1, in general:
Many have not answered. Answers vary much, no clear tendency.



8.

9-

10.
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Pcssibilities to improve by standardization and quality catral
in the company in different areas:

Majar irprovements are possible especially in purchasing,
stock keeping, inspection and testing, meeting cf customers
needs/carders, rroduction process, facilities management and in
packaging.

There is no significant difference in the need between
standardization and quality camtrol.

Use of standards:

Use of cther National Standards is casiderably high. British
Standards are used in most cases, There are of course,

areas where Sri Lanka Standards do not exist, but even if they
exist, in many cases fcreign standards are preferred.

The large companies, and especially the subsidiaries of
multinational companies seem to have their own company standards.

Need to develop own company standards:
Most companies think that there is a need.
Present problems in using standards:

Most campanies did not answer ar the answer was: "no problems®,

12-13 The main procblems in use of quality caotral:

The by far the most usual reasms were lack of equipment and
facilities for quality cantrel., Many companies also mentimned
the lack of quality awareness of their psople.



14.

15.

16,

17.

18.

Own resources for developing:

These were assessed in most cases evenly as gcod ar medium.
The availability is in some cases poor.

Attendance of SLSI courses:

Nearly half cf the companies indicated that their people
had attended. Only a few assessed the results and they were
gOOd.

Use of Cansultants before:

About t of the companies had usad Consultants. It is possible
that in most cases, Consultants had not been in menagement
aspects, but in technology ariented subj.cts. The assessment

has been in most cases gcod or medium.

Consultancy help from SLSI:

Surprisingly, many campanies think ‘that SLSI caild help tlem
in the near future ar later. Many companies didn't answer
at all, anly ame said ™no".

Comments:

Unly a few companies had some comments.




Preject Secretarist: , PROECT ON DEVELOPMENT
SB LANKA STANDARDS MSTITUTION OF SIANDARDCZATION &
618 2/t GALLE ROAD QUALITY CONTROL
COLOMSO 3
SB LANRA.
UNITED NATIONS

TEL: 580462 ot ]

Our Ref: BCSANDP/21 21 November 1984,

Dear Sir,

CNILTANCY N STANDARDIZATIN & QJALITY CON TROL

We 1otend setting up a Consultancy Unit in cur organization. Its
purpose is to help the industries to improve their productivity

through st.indardization and quality control by consultation and
training,

For this prpose, we make first a market study with the attached
questionnaire. We would be grateful, if you could kindly fill in

the questionnaire and send it to us before 17th December 1984, We

have tried to design it,so that it is easy to fill,but if you encounter
any difficulties in filling, please get in touch with

Mr. Wajira Tirikawala, Assistant Director (Consultancy & Training),
Tele., 59709,

Thank you.

Yours faithfully,

P\/\. h \W\,\C o g«glﬂ,\
/%
C.D.R.A, Jauywardan~
for Project Execuiive Secretary
SRI LANKA STAVDARDS NSTIUTIN.
Encl,

~/ACR -
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UNDP Project on Development of Standardizaticn

and Quality Control

QU ESTIOW AIRE
CHILTACY N STHOARDIZATIN WD QU ALITY ColivoL

GBNERAL

1. Name and awiress of the Company or Enterprise:

o Whether Pri ve/semi-Lovernannt /Government ;
3. Branch:

4, Main Produc s:

5. Size of the Company /Fnterprise:

6. Anyother de.ails:

GEVELOPMEN T POTH! TIAL

7. Your proble- Area Nu. 1, in general:

00‘02




- 4 -

8. Do you this « that it would be possible to improve the productivity and
profitability of your Company by systematic standardization and quality
cantrol in the following areas:

Yes No
Much|Little
Purchasing
- Stas-dardization of materials 28 08 05
- Quaiity control of materials 28 08 04
Stock-keep:ng
- Star dard for storage of materials 22 09 09
Product de:elopment and design : 11 11 H
Facilities Management
- Star.dard for maintenance of equipment 23 | 13 05
- Stadard for calibration of instruments 22 7 06
Productio_d process
- Process standards/operation standards - 25 10 05
- Process quality control 26 ; 06 04
Inspection und testing
- Stardard for inspection 26 ‘ 1 05
Packaging ;
- Starndard for packaging materials 19 13 o7
- Quality control of packaging materials 16 | 15 '0'7
Warehousing of products
- Starrdard for warehousing - 14 14 11
Meeting of customers needs/orders
- Ct.zst omer standard for quality amd delivery 23 13 05
- Handling customer complaints 23 ! 10 06
Service, spare parts |
- Sta.dard for service 21 1 04
- Quality control of spare parts 18 13 04
USE OF STANDAPDS
9. What stand.rds do vou use mainly? .
- Sri Lank.: Standards 3. ;o a
- Others fautional or company standards) 18 ! o7 ®
- Own comp.ny standards 1 06 ®




Yes No

Much|lLlittle

10. Do ycu rhink it is necessary to develop your own 19 13 | 08

compaay standards?

11. Present problems in using standards:

USE OF QUALI'Y COMTROL

12. The main deficiencies and problems encountered in controlling quality:

13, Specifi: quality problems:

USE OF QWTSINE CNULTATS AND TRANNG

14. Youw own company resources for developing of standards and
quality control:

Knowledge 23 Good 17 Medium 01 | Poor
Capabilicy 23 |} Good 19 Medium -- | Poor
Availability 20 | Good 16 Medium Poor

15. Has anyone in your company attended Sri Lanka Standards Institution's:
courses? Results:

-0..4




1l6. Have you used Consultants before, and in which areas?

Your assessment 10 |Good

1

Medium

®

Poor

17. Do you think that Sri Lanka Standards Institution could help you
by consultancy and/or training in standardization and/or quality

control in your Company?

In tte near future

Later

Yes Perhaps No
16 15 ®
10 il

18, Any comxnts of interest:

-/ACR

- %




- Writing of new standards which are umique.

- Plamning and installing a system of Company Standards.

Quality assurance:
- Determining the level of quality.

Planning of quality levels.

Quality cantral.

Planning and installing of the system and organizatimm
far quality assurance.
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2) Deputy Directar-General is Head of Cansultancy Unit

- Hs markete and co-ordinates,
- Project arganizatiams.
= Resources from Technical Divisians.

~ Back up: Technical Planning Committee and Directar <General.

Council l

e

Tech, P1, C.

DIG

Techn.
Divisims

I+

= No autherity prohlems, not even towards customers.

= All resources utilized,

- Easy to start

- Deputy Director-General leams to know Assistant Directors and
Standards Officers.

- Rewarding for Assistant Directars and Standards Officers.

- Has Deputy Directar-General time and interest enough?




3)

i+

Cansultancy Unit ecnsists of full time persan(s) within -

- 48 -

Sri Lanka Standards Institution

-Cansultancy Unit is a staff.

Cansultancy Unit consists of e persan (Head) who marksts,
cowardinates and casults or he can have me or more full time
Cansultants (generalists) in Cansultancy lhit.

Project organizatim.

Resources from Cansultancy Unit (generalists) and Technical
Divisians (specialists).

Back up: Deputy Director-General and Tecmical Planning Committee,

Council
G
Tech.P1.C.
DbG
Head of
CU
Technical
7r Divisimns
| 4
(41

]

Cansultancy Unit cmcentrates totally in cmsultancy and training,
Eagy to expand and develop activitiess.

Risk: Autharity problenms,
Risk: bad co-operatian with Technical Divisiams.
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4) Consultancy Unit is & Separate Company

1+

~/ACR

In principle Government owned ar Private.
Better: Government owned and under Sri Larka Standards Institution Council.
Parallel arganizatian with Sri Lanka Standards Institutian.

Resources from Cansultancy Unit (generalistes) and Sri Lanka Standards
Institution (specialists).

Back up: Council.

Council

SESI cC

Own profit centre, budget and ccst catral,
More free to operate and develop activities.
Easier to use outside consultants.

Risk: bad co-operatian with SLSI, Council has no time to intermeddle.
Risk: unsound campetition with SLSI.
The Act will be revised,



ANNFX 6: CODE COF ETHICS, CONSULTING NORMS

1) We shall accept only those assignments which are beneficial to
our client and which we are qualified to undertake., We shall
assign qualified persans in arder to provide service.

2) We shall regard as strictly camfidential all infcrmation
cancerning the business of our client. We shall serve
concurrently two clients who are cumpetitars anly with the
full knowledge of both.

3) All documents given by the client during the program shall be
treated as the property of the client. We expect that all the
necessary documents and infcrmtion are prévided to us readily
by the client. Our client is not allowed to give to a third purty
any documents relating to tecmmiques used in the cansultancy.

4) We shall supply the client's employees with information an
principles and techniques used so that improvements suggested
may be effectively administered by them even after completim
of our assigrments. S

5) The client's arganization and we shall not employ people fram
each other, who have particinated in the assignment during the
program ar within a year after it has ended., We shall also
not initiate discussicns with any member of a client's
arganization regarding employment with another client.

6) We shall not directly or indirectly injure the professional
reputation, prospect or practice of another Consultant. We
shall not céntinue another Consultant's work without prior
discussion with him. .

7) The proposal written by us is the contract between the client
and us, The targets and the scope of the program are determined
in the proposal., Any changes in these must be agreed in written
form by the client and us.
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8) The planning and fulfilment of the programme shall be in accordance
with the guidelines given in the proposal.

- We presume that the Management of the cliemnt gives full support for
the programme and together with the staff participates in it

during the entire period of the programme as determined in the
proposal.

- The client provides our cansultants office space and clerical
service when they are at the client's plant.

- We have the following respansibilities:

To 1sad technically the development work and programme persannel.
To determine the appropriate working methcds and techniques.

To make recommendations for solving technical problems.

To plan and carry cut the training which is needed., However, if
special:training is needed cancerning the client's products,
teclmologies, ete., it shculd be carried. out by the client's
specialists.

Tim schedules and catrals are planned end executed with the
cooperatlcn of the client's persannel, Prggress reports and

the final report are also submitted to the client's management.
The major part of the cansulting time will be spent in the
client's organization.,

We shall observe working hours of the client's organizatian.

9) We are not respasible for such delays of fulfilment of the programme
which are caused due to circumstances within the client's organization,

10

such as client's persannel not participating to the extent as determined

in the proposal.

We take respansibility to infarm the management of the dlient in
advance o the expected delays.

The cansulting time includes:
- the time which the Casultant uses at client'!s plant or in other
agreed place for the fulfilment of the program.




11)

-~ the time which the Consultant uses in our office for preparaticn
and planning befare and during the program.

- the time which the Cansultant uses in our office for discussions
with our mansgement concerning the progress and fulfilment or
the program.

This total casulting time corresponds with the cwnsulting time
which is given in the proposal.

We plan the use of total cansulting time so that our duties will
be fulfiled.

The cansulting fees and costs are mentioned in the proposal.

The mentioned total fee can be exceeded anly if there has been
an agreement for extension between the client and us.

The consultancy fees are charged an the basis of consultancy time
used ar as a lump sum. The time wnit is a day or % day.

We bill also separately far real travel costs outside Calombo City
which may cmsist of:

1) Travelling costs due to price of tickets, taxi costs, costs of
campany ar own car (compensation per km);

2) Daily subsistence allowance.

We adjust the caisulting fees once a year for those assignments
which last more than a year. The basis for the adjustment is

the increase of cur salaries and other costs,

We send the bill to the client ance a month during the assignment or
after the assignmen® is finished. In the bill we specify:

- Name of the assignment and Consultunt;
- Dates and number of days used;

- Fee per day and in total;

- Real travel costs;

-~ The total sum of the bill.

o.lA
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The bd1l will be sent to the client with 2 copiec.
The canditims for payment: 30 days.

If the assignment doesn't give the expected results, the parties
have the right to give a written notice for terminating the
assignment. The client shall nct initiste termination wntil

2 weeks have elapsed. Concerning us this period shall be / weeks.

Force majeure (circumstances beyond the cantrol of both parties)
releases both parties from their duties from that dute the
wark cannot be catinued.

-/ACR
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OBJECTIVES OF OUR CONSULTANCY SERVICES

The main objective is to improve productivity
through internal Standardization and Quality
Assurance activities.

TYPES OF SERVICES OFFERED

The consultancy services offered by the SLST
_.may cansist of cne or more of the fallowing
types depending on the needs of the
enterprise:
a) Diagnostic Study

b) Development of Inplant Quality
' Assurance Systems

¢) Developrent of Internal Standards

d) Inplant Training Programs on Quality

Assurance

e) Establishment of Laboratary Facilities.



C BRDAD DETAILS OF THE SERVICES

S a) Diagnostic Study

Evaluation of the 'Prasent Status! of the
Comgany with regard to the prevailing
practices and me*heds for assuring

. .t ™

quality through internel survey lecding
to identification of problem areas and

suzrestions for corrective actisa,

b) Development of Inplant Quality Assurance
Systems

Esteblishrent of a juelity pclicy fcr the
arganization. Evolving & self-sufficient
system within the Company for tackling the
day to day problems of Quality Assurance.

¢) Development of Internal Standar:ds

Establishment of Iuternal Stendards Loz

materials, products and processes and
establishment of a scheme to ensure their

effective implementatic:n.




d) Inplant Training Programs on Quali ty Assurance

Training programs on Quality Assurance
'tailored' to the needs of the Ccmpany.
These programs aimed at different levels
of Management and the work farce will
cover basic principles, methodology and
human aspscts of Quality Assurance.

e) Establishment of Laboratory Facilities

Advisory services on the setting up
of laboratary facilities required for
Quality Assurance activities.

OWR CLIENTS ..o

Includes" leading Industrialists and Trading
Organizations in both private and public
sector., .

CONF IDENTIAL MATLRE OF THE WORK

We ghall regard as strictly confidential all
information cancerning the business of our
client,




~
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OR RESOURCES

A teanm of Senior officisls of the SLST whe

in
Countries
including capan, managed by the Deputy
Director~~Genera.1 of the JLsI,

have udergane extensive training
Quality Ass'rance in other

HOY TO CONTACT us

Firms desirays of availing the Casultancy
Services offered by the SLSI By catact the

Deputy Director-C-enera.l
Sri Lanka Standardg Instituticn

53 Dharmapaig Mawatha
Colombo 3,

T'Phone; 26051 =53, 580462

for further detailg,




ANNEX 8: DRAFT (F THE EROCHURE

CONSULTANCY SERVICES

ON

GUALITY AND COMPANY STANDARDIZATION

Sri Lanka Standards Institution,




Our services to Industries

The main objectives of the Sri Lanks Standards Institution are to
prepare National Standards, to manitor the use of them and to
promote standardization and quality assurance in industry and
commerce,

The task of the cansultancy services within Sri Lanka Standards
Institution is to imprcvé the mroductivity of industries through
application of standardization and quality assurance mrinciples
by cansultancy and training.

Far this purpose, the cmsultancy services uses the entire specialized
staff of the Sri lanka Standards Institution. They are experts

in quality and standardization work who have teen trairned in

3ri Lanks and in several other cowuntries.
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Are you satisfied with your past achievements m juali ty arnd on
productivity?
xR

Do you have some problems which reeds ailtention by an independent
perean ar perhaps some assistance?

Usual Company problems camected with quality ar lack of internal
standards can be categorized into the following areas:

~ Consumer needs and your level of quality do not match.

- (ften you get camplaints an your products leading to decrease
in aales turnover.

- May be the quality is okasy, but are you prepared to meet the demands
of tomarrow?

- Sometimes the quality level and costs of praduction are unnecessarily

high.

- Sometimes it is difficult to manufacture the required quality at
the cost the cansumer is prepared to pay.

~ High purchasing and stock-keeping costs.
- Low productivity due to too large variety.

- High warehousing costs due to too large variety.

What do you do then?

You can call an us.

We will first came to you to discuss your problems, It might be
necessary to discuss with many people in your arganization and to make
a shart survey of the present situation. If we agree that there is

a tangible development potential, we will write a proposal far yomr
cansideration. In tha: proposal we describs objectives, wark Plan,
implementation methods, expected benefits and our cherges.
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It is up to you to accept the propcsal or not. If accepted we will do
the development work in your location with close co-operatian with
your staff.

The development wark may include for example, some of the fallowing
activities: ‘

- Determining the right quality levels for ycur oroducts, planning
how to achieve it and installing the changes needed.

- Setting up of activities f ‘systematic quality catrol or developing
the existing organizatim by improved methods.

- Developing internal company standards for methods, raw materials,
companents ar products.

- Developing procedures and arganization for ycur internal
standardizatian work.

- Development of people by training wnich may include the establishment
of quality circles in your wark place.

You might say that ycu can do this job yourself. But there are
reasans for inviting outside consultants. Because

- they have a fresh approach to established practices.
- they bring in specialized skills and Hmow-how.

- they give you an independent opinion and reccmmendations.

- their services will shorten the time needed for the implementaticn
of new proposals.
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Some achievements of cur clients in the past

- 50 per cent lower scrap cost.
- 22 per cent lower inventary cost.

- Staff capability and motivatian through training and systematic
projsct work to catinue the development wark.

- Better competitian throwgh higher and wniform quality,

- Ability to join the SLS Scheme of owr Institutionm.




CONF IDENTIAL

ANNEX 9: EXAMPLE CF PROPCSAL

DEVELOPMENT OF QUALITY ASSURANCE
IN THE SHOE FACTORY

A proposal far The Management of
CEYLON LEATHER PRODUCTS CORPORATION
Colombo.

March 1985

Sri Lanka Standards Institution (SLSI)
53 Dharmapala Mawatha
Colombo 3,

T'Phone: 26051-53,

58.




N 1. Preface

This proposal is based an our discussions anl visits to your
Corporgtian recently as well as our expericuce from otier
similar types of programs that we have carricd out elsewhere,

2. Present Situation

Far solving quality problems, there has been some organi:catianal
development during recent years.

However, many problems still exist. The ongoing Quality Contost
is a positive and interesting effort to get people, especially
workers, interested in improving quality. The contest cannot
af course, solve all problems, but i* gives a good basis for ..
further more systematic development wark at all levels.

In our opinion, the development work should be eantinued with
& systematically drawn up program, which will br described in
this proposal.

3. The Objectives and The Scope of The Program und The [xpected Results

The objectives are to improve the ability tu compete with otier
trands and to increase in general the productivity by instaliing

a Total Quality Assurance System and increasing yuality Awarecness
and motivation of employees,

The ‘scope of this assigrment is confined to the Shoe Factary,

The expected results are difficult to cstin.te L £l

this stage. It should be dane wherover it oot i

the program and at least the achieved resuils aust te. 2uloulatend
or recorded. Some results cannot Le exprevoed b e ao vy,

are not tangible at all.
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4. The tExecution of The Program

We suggest that the program will be carried out in the following
stages:

1) Training.

We suggest that two workshovs be arrangei auring tne Jancoing
Quality Contest, for example',\;:ihe last wes Lo faccen. The
subject of this initial training will W total guality
cancept and quality circles and both workshops will last

§ day. The first ane will be for the Munagcmeut in rnglich
Medium and the secand one for Supervisors and Workers in
Sinhalese Medium.

2) Analysis of the present situation cancerning the strengtis
and the wealnesses.

This stage cansists of interviews, sStudy of ind warisy
summaries of existing data cancerning, for example, Juality
costs, customer complaints, scrap costs, cte. Phe findinrs
will be written in an Analysis Report.

This analysis gives a basis for identification o -uus for

development and for estimation of potentinl savin:u.

3) Quality Circles.

Through use of Quality Circles, you al.. . nlove (wiier
utilization of human resources of all personnel, nizher wark
motivation and better human relations,

We suggest that thepe will first be carried cur 1 ;ilot prasru
with 1-2 quality circles. Concrete recults of L [irst
circle!s wark appear within about # year. After that thc next
can start utilizing the experiences of Liwe first circle.

4) Developing of Quality Assurance System wund Crgunizution.

5) Installation of the necessary changes and follow-up of recults.
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. 5. Program Organization

It is very important that the program has efficient orsunization.

The Sicening Committeg

7his &8 a program leading team, [t makes decisions concening
the program and (Ls execution on the basis of the paopo.sed
recomrendations, li& should meet once u month, [t consists of
the representatives of your Munagement and of owr Consultant.s.
It might 8e wonthwhile that even one Union acpaw wiiutive s

a nemben,

RYAYS
SLSI has the fotllowing nesponsiiiletes:

- 7To lead technically the development work nd the 70 gUn
personnel, ‘

- 7o deternine the appropriute wurking metiod s und tecliiigues,
- 7o make necommendations fon S0udny of locrurical maondoms,

= To plan and cary out the truining which i.. nceded. Howepn,
L special training s needed conceaning youn produci s,
Lechnologies, etc., it i3 cunried cud Qi oewt Spocidesi s,

- 7o plan time schedules and control the Arugress Logethea with
vour peasonnel and repont to youn Munagement in fom of progrcss
neponts and the final repont,

- To wonk at least 80% of the consubling time rweded n yowt
Factony with close co-operation with your jpeuplc. e Lublow
youn wonrking houns,

Progagm Leader

The Program Leader is youn counteipunt to cun Corwee iunt Se HC 0
nesponsible together w'th oun Consuliunts for onyuizing wil
camying oul the program and reposiing on it to youn Awnuyement,

It (s impontant that the Program Lleciden has iime enough foa the
ROGRAR,




6.

g Work Teqm
The work team performs the development wonk wul consists of:

- Program Leaden

- SLSI Consuttant

e  Quatity Circle Leadens when relepunt
-  Expents when needed,

n Lon
It (s very impontant that the representatives of personsc? GroUf
and those people whose wonk will Le affectid sy LAY pacgyram yct

continuous information alout the progrun,

The Time Needed for Consultation, Calender Period of Ihe Progr

and The Costs of The Program

We estimate that the time needed for Ui wiig

R ol s
panths. During this time, the results af the first gualivy
circle has come and the installation has started =i the next
circles can start. Also main part of the ricuttc for Tae whole
program have been installed.

The casulting time needed for the Jdifferent stacrs (o0 "4, The
Execution of The Program"):

Stage 1 : Initial Training
3 consulting days

Stage 2 : Analysis
5 cansulting days

Stage 3 : Quality Circles
12 consulting days

Stage 4=-5 : Developing and Installation
15-20 cansulting days

Total 35-40 cansulting days.

The divisian of consulting time might be different o Liove cut
the total time is the szame,
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The cansulting fee is:

.Cmsu.ltant

30-35 caisulting days at Rs.600/- e day - Lo LS, 000 - 1, Lol
Consulting Manager
> cansulting days at Rs.850/= per day = is. 4,250
35-40 days = Ra, 22,250 - 25,50
The division of cansulting days miy be diffeions it Sie Total
cost will be the sanme.
The cogts include travelling costs whish arc Hs.lud/= per day .
We send the bill ance a month.
We appreclate the oppartunity of preparing tii. propacad for gy

cansideration. We look farward to working with you on this most
impartant program and placing in your service our orpnization's
extensive know-how and experience in this field.

We would be grateful if the formal acceptance of this proposal is
intimated to us in writing at your earliest caivericnce.

ot

C.D R.A. Jayawardane
Actg. Deputy Directar-General
SRI LANKA STANDARDS INSTITUTION.

Appendix: Cansulting Narms.

-/ACR




ANNEX 10: EXECUTION (F ASSIGNMENT

Steps

0. Preparations in our offics
l. 'Information, initial, regularly

2. Analysis
- General about Company
- Products, crganization chart, process chart
- Written material
- Interviews
- Facts, figures
- Ideas.

3. Training

- Motivate, existing problems, ideas.

4o Developing

- Scope, programming

- OSimple solutions

- 80/20 (Pareto)

- Symptom + Cause + Effect
- Brain storming,

5. Installation
- Planning
~ Information
~ Follow up.

6. Final Repart

- Faor bhnagement:
- Results, figures

- What, how, when, who?
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ANNEX 12

FEES FCR CONSULTANCY

1.

Present fees
—iEoENnt iees

SLSI

The present situation is roughly following:

Consubiancy & Taaining Division

- Consultancy has been minimal, anly one assizument (Plywoods
Corparation), charges not decided (impulse from tie Taistry),

- Three company internal training seminars (Jeyion Tobaces Co.)
about 2 years ago, far Supervisars, 2 days (12 hrs), 2 Lecturers,
fee: lump sum Rs., 3500,

- Publie Courses:

- Top Management Course

Lecturers foreign Fxperts (aid program), 35 participanta,
years 1982, 198, one day = 6 h.

Rs. 600 (inelusive lunch, rent of outside conrerence rcom)/participant

= 5 day Seminar (6 hrs/day) for Exeeutives and Incioc-rs (fopei-
Experts), Rs. 1000,
- Middle Management Course

Fees not yet determined for 1985,
- Supervisary level Course

14 4 day a' 3n

3 lecturers, me at a time
23-24 participants
Rs.300/perticipant.




Implementglion Dipision:
Pre-Export Inspectian and SLS mark Inspection:
These are by far the largest revenuc source 7o

Fees are based an commodities and tn~ sio. o -

Wopk-shop and Seminars relating to Zigort Lucuestion wore, Gz, 200

far ae day (5 hrs), Rs. 50 per commadity ver rticiianc.

Standandization Divisions: ‘

No consultancy ar training has been dme.

Lalonratonies:

No caisultancy or training has been dane.

Charges far inspectians, measurements, testing, <te. aro besed on
hourly fees separately far equipment and men.

Man hour charges are far all personnel Rs.S/n. Truvel -oct. ar
not charged separately.

Bther organizations

yism

For cmsultancy $60-70/day (can be barzainad).

To Ministries much lower.

"Our fees are higher than those of most competitors',
Travel costs are charged separately.

NERD Centre

Mostly energy savings assignments. o systom :or ehars i,

CISIR
Some kind of charging system exists.
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(langgement Consullancy Compendes in Yo stean Cowms i

Consultancy fees wvary much in Jifferent companies. They are in
general fixed and per day ar week.

Most companies charge travel costs separately.

Fees of Consultancy Unit

Determining of fees is a policy question. These should he fixed
in Rupees very soan.

In the following will be presented some ideas and questions which
must be answered.

1) We sell results. For achieving certain resulits, we wotimate
in proposal how much we need cansulting time. If the result.
are peasurable in money, the pay back time for consultancy

costs might be 3-1 year.

2) Fees are in Rupees per cmsulting day. Faes are determined
in the proposal,

Cancerning industrywise training, the cmnsii-iuwe
include:

te oy
a3 o

v

a) preparations;

b) training program;
¢) eventual report writing.

Fer internal trairing, a lumP sum can be used.

3) Our fees are fixed and the same for all zssizrments and

customers.
Or should they vary depending on:

- the art of assignment: prestudy, small/large, implementation,
extension project, comsultancy/internal training.

- the custamer: small/large, private/Government, cte.
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308 DESCRIPTION ANNEX 13

CONSULTANT

A) The Consultant is responsible for the marketing 2spects of
cansultancy services in general. On *the instrucnicns of the
Consulting Manager, the Cansultant will initiate aiscuccions
with potential customers with a view to gromciing >aroiwnin

assignments.

3, Once a cansultancy assignment is sold, the taixs of the
Cansultant will be agreed at the beginning of =svery azsizinon®.

In general they are:

1) Participates in plarning and programming 27 s asciznmen

o}
-t

together with the Cansulti Manager and other Consultart
g ing

ta

2) Plans tne manning of team meambers for tic wosimment tarilier
with the client's Program Leader,

3) Is responsible for carrying out the acsiznment in accoriance
with the proposal and with professional ckill.

4) Is respmsible for completion of the assiznment aceordin:

to the agreed time schedule.
5) Will act as the Convenor/Secretary of the Jtesrirz smaittee,

6) Is respansible for the proper disseminaticn of infarmation
among the work team,

7) Is respansible for the fulfilment of targets and the juelity
of the assignment tc the Consulting Manager,

CDRAJ/ACR
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JOB DESCRIPTION

ANNEX 13
CONSULTING MANAGER

The main rule is that every assisnment has a Jincoulsin: Monnger,
In exceptional cases, for exampls, Jor very sooll assizraeats
and for short training courses, tne Consuwiting lanazar may not
get invalved as a member of the Steerinz Commivres

The division of work between the Consulting Manazcer and tne Consultants

(O3

is agreed at the beginning of' svery assiznment.

The tacks of the Consulting Manager are i coi

1) Participate in the assiznment so0 zucn ftuut ne i3

familiar with its differsent steps and its resulite

2) Function as support and Adviscr o the

(1

C

Q
I
ot
E
ct

and critieise if needed.

3) Is responsible to SLSI for fulfilment of tne assiznwent
caicerning the quality and the resiins,

4) Is responsible that the 2lient i cill-w ...z
respansihle together witn the Conziltans tnat SLSJ

will get the cansulting fee from -he clienc.

5) Set up and maintain zood relaticns wita tns ol iant!s

Top Management.

6) Is reponsible for the selection of best rezowrces witiin
and outside SLSI depending on the nature of the cmsultancy
assignment. Is also respoensible Zor the develogment o7

Consultants and products within JLoI,

CDRAJ/ACR
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ANNEX 14
URAFT COUNCIL MEMC

FOR DISCUSSION BY THE TECHNICAL LA .. Top

Incentive Banus Scheme for Consultancy #ork on Jiiuilicsilue” . o !
Quality Contral

As discussed at the Technical Planning Committee rezling reld on

85.02» 19, it has now been proposed (subject Lo the approval

of the Council) that this activity be co-orainatei by tue Deputy
Directar-General for better participation by many Tochnical Uivisicr:

of the SLSI. After the arrival of the WIDQ Ex ot . ‘notestpyla
Production Engineering in November 1984, this uollviu, oo wemh o a.ocl
an & mare farmal basis. A group of Cansultants selectoed from varis.ao
Technical Divisions of the SLSI have been traineds on the job and

through workshop sessions an various aspects of consnlbiuey Wors.

The SLSI has already sold five short-torm cuansuliogey assisnmenus

during the past two months and about eight officers ure involved in

this work at present. These officers who have volunteered to work

as Consultants have to spend a casiderable amount of iz both

during and after office hours in order to ueel hae: Tads ol duios

specified in our Agreement with the clients. .rtoor, o

LLLL 0, Liley ale

called upcn to provide "a Quality Service" in crior to cuninly cur
customers., Therefare, the future of this activity legervis on the
quality of service that we can provide to our custumers. L. orier
to ensure this service, it is desirable that we proviic .
cansulting staff a part of the remuneration that we oum {rom tiis
activity as an incentive bonus. I suzgest that 257 of the carmines
be distributed among the cansulting staff after tne cucccscful

completion of the assimments subject to the caaition that o
Consultant earns more than his/her annual gross waces from cansulii.>y

in a8 given year.

[ have had discussions on this matter with othcr putlic sector orcunizatious
which carry out similar services. For example, Lri Lanka Institutc

of Development Administration (SLIDA) pays 50% of its earnings from
cnsultancy assiznments to its staff while NIBM and ARTI pays 250,

it is very important that we develop this activity Ly providing
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this incentive to our staff for the fallowing rzacuns:

a) It is a valuable service to the industry. It helgs
to improve the quality cantral and standardization
activities in industries which are pre-requisitcs to
obtaining the SLS mark.

b) This activity creates a closer roilationuilly irwors Lo
SLSI and the industries wnich ultimaleoly neid Lo
achieve the objectives of the SLIL.

c) SLSI could earn a significant incuin: [rum Lu.o
activity in time to come. (The firct five cancultancy
assignments involving 71 man days will teing in an
incame of Rs. 43,750/=.)

d) It helps to retain tne quulifica o377,

service provides a financiul incontic cn. wed i oau

job satisfaction tc our cuaff.

. L-Mr‘gu-’-/‘sgo
C.D.R.X. Jayawardane
Project Executive Secretary/Actg.D.D.d.

CDRAJ/ACR
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ANNEX 15

CONSULTANT'S WEEKLY REPORT

Nume of Cansultant: <S.C. /Za.,m,',:M IR

Nawe of Cliemnt: /'}n:)wm L oA

Proposal No: 6

Week ending: ¥5_c¢s5.22

Dates and Consulting Time utilized during the wewk:
§5-03_/1§& O 7Rl SR
93‘- 03 .2 SLS DT - e =7

Is the Assignment

m/Ch schedule D Behind [:_J ancad L

Date of next visit to the Client: §3 .- 7. .

brief account of work carried out:

//‘Af&.? V(;S‘(/j‘_ Wlrg ""‘4'-‘-*/""- ”v( Ce
) -7 o : s/
;‘b ?(&/ wJor /'/'7 Vil ’( ff A r_/ e A

—p— i . p

‘6:’\ d///’;.r(‘n% //&417‘3 _7‘,,;',,'(( ./ | L
I SR /4 Pl f/(;_t’: € g' Lo o e

g, =R ol el
& CW/ an o Ay L8 m .

%éf&/’ /’DLZ?;::)V) G‘:'f— JY LA ,Z:”m\. '/,‘/v ! /~

Any problems or actions required by Consulting Mung, -r:

."?;’r’cf"rp/s / <o waw 01;3/' P (lf/& 7Lw IR

7/ / .
: N o, )
/‘I'Z%Al] /a"-}/u‘ h,uuZ‘j ¢ Vi Ll T : -

"M/Mj N /7/{(‘/5 V) L’-//;‘Lq '(/f C./\I-"f {7601 .r" -
/. b y |
4 Q(Q/‘d‘ﬂ\(t’i’ CM/‘L(C’(L v Wl - ;/' '

. Do

Signature

e st

. A
L./ A
’
Ly '
/
!
ey g
Vs
w4

This repart is to be sent before Tuesday followins Liis terck und:
Consulting Manager.

S veview to
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Proposal Sta ?“; , Fulfilled Backlog
e g ] ur_lng durj_ng per]_od loft 18.3.85
Company /Factory 7 ‘ri Not | oeriod
Mo { Date{ Old} ilew sold Sold LOS'.‘ Cons. Rs., Cons, Rs.
days days
Jrowns /Mason's 51, Jan. 6 19 00 214 6800
8%
Ceylon Tobacco 52 ggb) 6 9000 5 7500
Cestetner of Ceylon/Duplicating I[nk 53 ggb, X 2} 1375 ‘11} 6125
Kelani Cables 54 | Feb, X x H 250 54 3000
85
-
Keselwatta/Galvanizing 55 | Feb. x | x - - (18) (9750)
85
Browns /Englneering 56 | Feb, x X 1 500 9 6000
&5
B.C.C. Ltd./Soap 57 | Mag. x Ix - - (43) | (23500)
85 .
Leather Corporation/Shoe 58 Mgr. x I x - - (40) | (21250)
’ 8
I N p .
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Ho, Company /Factory Problem, Service Status, Actlon
1 | Keels Products Re-write Standard. SLS Mark, Quality? New visit 22.3.85
"727| Asian Cottan Mills Training of all production people Jayawardane will cantact again
3 | McCallum Breweries TR Questionnaire: Help now
"4 | Warner Lambert Lanka " Training in Standardization Questionnaire: Help now
5 | Coirtex o ? Qeustiomnaire: Help now
" 8.7 Lanka Transtormers” ? Questicnnaire: Help now
7] Kandygs Handloom House Training Visited 19.11.84 : )
8 | Pugoda Textile Mills Training Quality Circles Visited 14.12.84
9 | I.G. Browns Rubber ? Questiannaire: Help now
10 | Ceylon Cold Stores Vigited 26.11.84
11 | Elephant Lite Corporation Training? Tirikawela cantacted earlier
12 | Nestle Lanka Questionnaire: Help now
13 | Lever Brothers lectures They will cantac* us
14
15
16
17
18

19
20

SSE€ 61 "SAV3T SIWS ONILINSNOD

8T XANNY
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SLSI, UNDF ANNEX 19

TRAINING ( GURSE ON CUHSULTANCY

TENTATIVE 2HOCRAM

1st day 2¢,1.85

1330 - 1&0 Opening - Director-Ceneral

1400 - 1445 DICS - Project, Progress Review - Mr. Ervi Sirvio
- Market Study

- Consultancy Unit

1515-1600 Ceneral about Consultancy - Mr, €rvi Sirvio.

2nd day 2'.1.85

1330 - 160 Company Standardization and Quality Control C & T Division

from the Consultancy viewpcint

3rd day 2- 1.85

1330 - 1600 Techniques of Consultancy - Mr. Ervi Sirvio
- Marketing
-~ Proposals
- ExecQtion of assignments

- Consultant's role

4th day 27.1.85

1330 - 160 Role pluys

- Presentation of Proposal

- Presentation of Recommendations
Summary of the Course

-~ Final Discussion

Filling of the questionndire

- /ACR




ANNEX 20

WNORKSHCQP ON QUALITY CIRCLES

Purpose:

To inform and discuss the cancept of quality circles for
cansultancy work.

Participants: Please see Annex.

Venue: SLSI Auditorium, Wijerama Mawathe,

Programme :

1lst dav, 18.2.85

1330-1340 Ovening - Mr. C.D.R.A. Jayawardane
1340-1600 What quality circles are? - C&T Division
- Background
- Principles
- [Experiences, results.

2nd day, 19.2.85

1330-143¢ Quality circles as a camsulting product - Mr. Ervi Sirvic

14301600 Suitability of quality circles in Sri Lankan

industries and what is our apgroach in consultancy?

- Group assignment
- Presentation

- Discussion.

-/ACR
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ANNEX 21
CONSULTANTS! WORKSHOP - 24 & 25 APRIL 1955

Purpose:

Review and evaluate our assignments and flni oun

N W
have learmed from ther fcor the futurs,
Time:
24.4.85 at 1330 - 1600 nors.

25.4.35 at 1330 - 1630 ars.
Place:
SLSI Auditorium, Wijerama wawatbic.

Participants:

See Appendix, total 35 persas.

PROGRAM:

Lst day:

Opening

Presentation of assignments and discussiono.

- Masan's Mixture M/s. W. Tirikawela, T.Parznivitana
- Ceylon Totacceo Mr. A. Amaradasa

- Gestetner Mr, R.U, Perera
- Kelani Cables M. D, Sadngida
2nd day:

—Browns Engineering Mr. E. Sirvic

—lecather Products M/s. P. Paranavitunc:, &. Jirikawiiu
—Reservation
How should we cmtinue? Mr. C.D.RGA, sayzwariiune

- 1atraductian
- Discussion

~ Conclusions

Cansulting Procedwres (Zompetitions ang coingr-2)

-/ACR




ANNEX 22

CONSULTING MANUAL
CONTENTS

0. GENERAL

0.1 General about Manual

0.2 Contents

0.3 Objectives of Cansultancy

0.4 Tasks of Ccnsultancy

0.5 Code of Ethies, Consulting Norms
0.6 About Consultancy.

1. MARKETING

1.1 General

1.2 Brochure

1.3 Usual Company Problems
1.4 Contents of Proposal
1.5 Example of Proposal,

2. EXECUTION (F ASSIGNMENT

2.1 General

2.2 Steps of Executim

2.3 Example of Project Schedule

2.4 Example of Collecting cf Pata

2.5 Example of Interview Questians

2.6 Example of Steering Committee Agenda
2,7 Example of Progress Repert

2.8 Example of Final Repart,




3

4-

CONSOLTANTS

3.1 General
3.2 Job Descriptions
3.3 Incentive Boanus Scheme.

REPCRTS

4.1 General

4.2 Consultant's Weekly Report

4.3 Assignments Summary Schedule

4e4 Periodical Heport of Cansulting Activities
4e5 List of Potential Custamers.




ANNEX 23: SUGGESTED DISTRIBUTION OF REPCRT

Sri Lanka Government (Ministry of Industries & Scientific Affairs

- 15 copies

Sri Lanka Standards Instituticn - 10 copies

UNIDO - 10 copies

UNIP Headquarters - 03 copies

Cffice of the Resident Representative, Sri lanka - R copies

UN Headquarters Library - Q@ copies

UN Library, Geneva - Ol copy

Mr, Ervi Sirvio (Consultant) - Ol copy.
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