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FOREWORD TO THE SECOND EDITION: ISO 9001:2008

This document is satire. All names have been redacted in order to prevent a flood of
arrests to prevent burdening our already overtaxed Federal Bureau of Investigation.

Oxebridge Quality Resources International is dedicated to implementing user-focused,

profitable 1ISO 9001 quality systems for its clients. While we often question the status

quo regarding ISO 9001, the company does not necessarily agree with all the
sentiments of the author. We al so strongly oppose his use of alc
me upo and his penchant for disciplining Oxebridc
profanity and blunted power toolsWe hear heds wor kiThgSawWl anot her boo
Method of Management, but we do not intend on publishing that, either.

Eyesore 9001 does have some good advice buried inside the satire. It is based on

| SO 9001: 2008 AQuality oReogaipgeamebttdgddsy Ot e ms

include the text of |1 SO 9001 forTrdeaandwe arbecause we ¢
too cheap to pay the extertion license fees to ISO to use their exact text. If you are

going to use Eyesore 9001 as any kind of implementation guide, you really must use

in conjunction with the actual standard, which can be purchased from www.ISO.org.

THE EDITORS
March 1, 2010
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INTRODUCTION BY THE AUTHOR

This completely, albeit barely, updated version brings Eyesore 9001 up to speed with
the latest version of the standard, 1ISO 9001:2008. Under its own rules, for the
purposes of ensuring continual improvement of ISO cocktail parties and golf trips, ISO

demands that its standards undergo revision every
eight years to get ISO 9001:2008 out. The parties and golf trips were really good this
time around. Oh,t he stori es | could tell! You havenoét i v

Cianfrani stoned on soured absinthe. For my part, | am pretty sure | spent the entire
time negotiating the changes to the standard while dressed in drag. And lemme tell
you, | looked fierce.

After eight long years of negotiations between the US members of the US Technical

Advisory Group (TAG) to ISO Technical Committee (TC) 176, the committee tasked

with authoring and updating the 1ISO 9000 family of standards, this barely modified

document is all we came up with. Eight years, and the final result was so barely

changed that | SO officially released it as an fAanm
only changes were clarifications in language, and no new requirements were added.

But, DAMN! The parties we had. You can hardly expect us old gray haired white guys
(and a few token women, and an occasional stray Black guy) to actually get anything
useful done when swimming with bikini models under a champagne waterfall.

Speaking of which, a personal note. Meredith, my tests came back negative, so you
are probably fine.

So given the little enthusiasm or effort the gang at ISO TC 176 put into improving ISO

9001, | am not about to spend more than five minutes updating EYESORE 9000. Cut

me some sl ack, I am stild]l hung over, and itbés it
was written.

ANONYMOUS
March 1, 2010

Photo of the author as a young man.
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SERIOUSLY, FOR A MOMENT - ABOUT OXEBRIDGE QUALITY RESOURCES

Since 1998, Oxebridge Quality Resources has been implementing radically different
ISO 9001 quality systems, as well as systems built on AS9100, ISO 17025 and more.

A company built by people with practical ISO 9001 implementation experience,
Oxebridge eschews traditional consulting run by academics. Instead, all
implementation plans are built on a core philosophy that emphasizes Quality,
Usefulness, Value and Ethics. Each and every program we implement must meet
those four requirements.

Oxebridge i s al so t he only apidngDanBopl offering [
| mpl ementation. o Despite the --apttngls@@0Ing i mpl ement
in place in less than 40 days --- Oxebridge clients have an unprecedented 100%
success rate with the registrars of their choice. Furthermore, each implementation

project emphasizes the <c¢clientds view point and e
steering committees, day-long training sessions and anything that shuts the
companyds operations down or takes its employees a

We invite readers to learn more about Oxebridge and its very different approach to
i mpl ementing | SO 9001 from t Wwew.Oksbedgé.comper specti ve,

Oxebridge Quality Resources International LLC
274 West Central Ave., Suite G
Winter Haven FL 33880 USA
863.651.3750

OOQR@oxebridge.com
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DEDICATION

For all the hard working men and bikini models who labored tirelessly in the hot tub to
make a standard that would cost so much to buy, and when improperly implemented,
would cost the end user a fortune to put in place, and yet changed virtually nothing
from the previous version.

And, as before, to my West Highland White Terrier, Jack West. Woof.
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1ISO 9001:20()( g

Quality Management Systems:
All the Things You Gotta Do To Keep That Big Customer Happy

Translated into Real Gosh-Darned English

Introduction: Ignore This Part

0.1 General
How you devel op your companyds quality system is u

Tell the reqgistrartogetover hi s ego and acyoue pompatyhnet f act that |
his. If he was smart enough to run a company, would he be working for a registrar?
Please.

How you document it is your business. Feel free to use scratch and sniff in your
Quality Manuals. Do the whole thing in Morse Code. This Clause specifically prohibits
the registrar from mandating the format of your documentation, or the methods by

which you execute | SO 9001. ltdéds the Clause they
0.2 Process Approach:Don 6t | gnore This Part

We really, really want you to adopt a process appr
what that means | ater, but trust us, itds a good t
Whil e youdre at it, you ought to adopt the PDCA m
for:

Procrastinate: Stop and think before you do anything stupid. But wait a

really long time before doing it. Make the boss thnk you are one of those
geniuses who fineeds his spaceo

DOH!: Okay, now go ahead and do something...

Crap: Uh-oh, you did something stupid. Better see what you did wrong.

Ass-cover: Good going, Sherlock, now fix your mistakes and go back to

the Proscratinate step and cover your ass. Hopefully youdl |l get it
time.
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Herebds a

handy diagram of t hertpunderstand.s approach to

Process Inputs [ CUSTOMER REQUIREMENTS ]
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0.3 9001 + 9004 = $180 US

| SO 9001 and |1 SO 9004 have been developed as a #fc
Dondt worry, we donét know what that means, eithe
charge for the document set.

0.4 Compatibility With 1 SO 14001, er mé | Me an

In order to sell more standards, we developed this standard to align with 1ISO 14001.

Some day wedre going to merge quality management
management (ISO 14001) because contrary to what we said in 0.1, we really do plan

on telling you how to run your business, and in our view quality and environmental

management are kissind cousins that need to get ma

But just wait: whenwefi nal 'y merge 9001, 14001 and OHSAS 1800
in selling the standard for an even grand!
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1 Scope: The Road Towards World Domination of ISO

1.1 General

The goal of this standard is to define how to manage and improve your company

because,| et 6s face it, so far youbve pretty much muck
ask your customers. The ones not busy suing you.

1.2 Apply This Standard to Everything € Even Your Spouse.

We really, really tried to develop this standard so it could apply to all kinds of

companies in all kinds of busi nesses. As youbl I S
Youbl | not i c e-third ofahe way lhoough weostop talking about service

companies altogether, and wedre pretty much still
thestandard really had been ubiquitous, then | gues

sector specific standards out there now. Oh, well, live and learn.

Oh, by the way, because so many of you got confused over ISO 9001, 9002 and
9003, we did away with the last two. Now you can just implement ISO 9001 and pick

and choose which ¢l auses you | ikeé er, I mean, whi
But only the ones in Section 7. Feel free to dr o]
company. But donodYouwedarmsditardx cdowppdtygaure s t hat
company and that youbre just are too lazy to i mp
government?

2 Normative Ref-8elelhicegoor #AUp

There are a few documents that are referenced in this standard so that when you buy

this one, you have to buy the other ones, t oo. |
when we start issuing standards with collectible multiple cover designs, foil embossing

and limited editions!

3 Words We Changedé Again

Because we screwed up the definitions so bad in the 1987 and 1994 versions of the

standard, |l etds start over.
The guy you buy stuff from The guy who buys your stuff
supplier A organization A customer

YOU ARE HERE
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One final thing. Even though we said wedd make t |
of companies, whenwes ay fAproducto we also mean fAservice.o

a lot. Sure, it alienates all those non-manufacturing organizations out there, but we

really like the word.

Crap. I just realized that if we hady consistent|
ti me, wedd have extended the page count on this

could have charged mor e. I 611 bring that wup at th
Al so, when we say fAservicedo we just mean fiservice
fi mu. sot When we say fimusto webre talking about the
this thing.

4 Quality Management System: The Auditable Parts

4.1 General Requirements

Didnét | i ke the first three sections of 1SO 900172
anyway! Consider those like a sweeping Mahler overture, warming up the crowd.

Now comes the fun, though. Sections 4 through 8 are the parts we can write you up
on é er, | mean, the parts that are auditable. Yay

The first rule is that you have to put your ISO 9001 program in place, document it, and

keep it running like a well-tuned Lotus Seven Roadsport . Oh, yeah, and you have to

i mprove it. Not t hat weodewhethgrornotyouimprove,v er be abl e
but whatever.

As for thBatapPppoacéd thing, there are a | ot of con:
know squat about it. Dondét |l isten to them. I f t
was theyo6d be on TC176, not sitting in some dim ce

beard, a bad tie and a worse stink. This is all you have to do to manage by
processes:

a) ldentify all your processes. How you do this is your business. Again, if an
auditor comes in and tells you otherwise, tell

b) Once vy oudv ehe pracesses,imbkie a Hig map of how they interact.
Use those thick magic markers for real effect. Have your kids help with their
finger paints. Whatever works, Picasso.

c) Now youdve got to figure out how youdre going
That means youbd better come up wi th S ome m
consul tantspeak for Ainumbers. o Figure out a
processes have wet the bed or when theydre pur
be better be able to measutoaothatinafédw uz wedr e go
seconds.
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d) Have the boss give you all the resources you need to carry out each process
adequately. Heh. Good luck with that one. We just threw that one in
because we are sadistic SOBO6s.

e) Hey, now itods ti me t o raiash those enetritshle processes
mentioned!
ff Whatdés that? The metrics prove your processes
That s what youbre getting paid for.
Oh, yeah. I f you try to weasel out of this part a
have to identify them and prove to us you have some kind of control over the child
| aborers youdre using. See? Wedbre one step ahead

4.2 Break Out the Pencils and Wake Up the Scribes

4. 2.1 Documentation: Love 1|1t or Leave | t, B u

Somany ofyougriped about the fAbig honkind binder, 0 we ¢
documentation requirements out of the old standa
a few itty bitty things! Feel free to thank us by sending us wine at Christmas.

Chateau Latour will do nicely.

Nowadays, all you have to write down is this:

a) A quality policy and objectives (consultant s|

b) The good ol 6 quality manual,

c) The six procedures we stil!l just canodt bring
which (coincidentally) are the consultantyo n e s . Youbll have to buy

the TCl1760ersd books to know how to write Oder
d) Anything else you want to write about. Go crazy.
e) All the required records we talk about later.

Thatds not too bad, right? Man, yhlawdre still gr
you right an essay on Deming. Maybe that will shut you up.

4.2.2 The Ubiquitous Quality Manual

Technically speaking, your Quality Manual can fit on one page now, if you use a
really tiny font. That s how mudWkaywe cut the do

But you do have to have this stuff, at least:

a) The scope of your quality system, and a pretty darn good excuse for any
clauses from Section 7 youbve decided not to

b) A list of the documented proceduines youbve wl
the manual . We donét care.
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¢) That big map you drew up in clause 4.1. Make sure the ink dried.

Now in reality, the ISO auditors are going to want to see a line-by-line restatement
of the |1 SO 9001 standard as your Queeedl ity Manual,
told them how to audit, and when it comes to following 1ISO 9001 to the tee,
auditors are the worst. They are too busy trying to prove how smart they are,

despite their having dropped out from welding sc
forimproveme nt 6 t han really understanding what the he
If you ask me, they should bring back pillories.

Breatheé. iné. outé. take Xanax, wash down with
Okay, much better.

So, sur e, webdbve got an ar myaskiof younmihynydd ess dr ones
didndét put a Asection 7.4.106 in the manual, but
how you document is your business, and those three bullets up there are the only

things required to be in the manual. Watch the steam come out of their ears. If

they get pissed enough, you can use the steam to freshen that seam in your

slacks!

4.2.3 Controlling All Those Documents You Foolishly Decided to

Write

Decided to document the heck out of your company? Good boy and/or girl!

That 6s c aecurityk Well,jtherk is & down side, of course. Now you have to

contr ol all those document s. Ar gh! Didnét thin

To make matters wor s edpcuypentedfdrdcedara andhowttao wr i t e a
control documents! And it had better define how your documents have to:

a) Be approved (before you release them, dummy!)
b) Be reviewed and updated occasionally. Blow the dust off, and all that.

c) Be marked with the changes somehow (try a r
works!)

Also, you have to:
d) Make sure you give people the latest versions. Duh.
e) Make sure the documents are kept clean so people can read them. No
coffee stains, goo blobs or smartass comments written in the margins.
Letds at |l east try to appear professional
Got documents you borrowed fromacompet i tor é er, third party? Gu

f)  Gotta control them, too.

And finally,
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g Throw out your ol d, obsolete document s. | f
really need to keep them around, hide them i
that! Just kidding! Markthe m A OBSOLETEO or somet hing.

4.2.4 Controlling All Those Records, Too

You gotta have records because without them, the entire 1SO auditing industry
would perish and thousands of jobs would be lost. Consider each record your
own little way of supportingy our nati onds economy.

There are a whole bunch of places throughout this standard that call for records,
but to make sure you read the whole standard word-for-word, we decided not to

do the smart thing and list all the required records right here. Nowyo u 6 | | have to
search through the whole bloody document! And
sense of humor ? Susickonsdle do, itds just a
Whereyoudof i nd our | ittle breadcrumb trail of requi

have to make sure the records are legible (no coffee stains, right?), identifiable

(that doesndt mean a for m n-amhow consultdne spi te what
told you), and retrievabl e. That | ast part me a
ravenous wolves wher ethamhe auditor candét get to

Al so, you mu(sdtr uhrer va@dclusiehtedgrocedure on how you plan
on controlling these little buggers. Specifically, that means how you identify them,
store them, keep them safe, retrieve them, retain them and throw them out when
y 0 u 6oneswithtdthem.

For guidance on how not to control records, contact the auditors at Arthur
Andersen LLP.

5 The Big Oxymoron: Management Responsibility

5.1 Management Commitment to Things Other Than Golf, Gin and Girls

Gautama Siddhartha, the Buddha, realized that all suffering arises from attachment to
desire. But in the spirit of religious intolerance, and since TC 176 is run like

Communists invading Tibet, we dondt give a crap al
prefer to suffer, or (more accurately) to make you suffer. So as a result, we demand

t hat management desire Acommitmento. So when it N
suffers. Buddha was right, but we dondét <care. Me d i

| know no one will ever write a nonconformanc e agai nst this c¢clause becaus
spitting in your Daddés coffee while hebds watching,
know, just to keep up appearances.

Okay, let me put on a really serious face. Ready.

a) The boss must take this I1SO thing serious | y . | f heds one of t hos
whobés more interested in golfing with his mist
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really needs to get his act together. Probably needs therapy, too. Do
whatever it takes to get that orubpardion board. o
youbre wal king the pl ank.

Technically, the boss has to prove his heartfelt commitment to quality. You
can mul | that one over tonight while going to
get that done? Start working on your résumé.

b) The boss also has to write a quality policy (more on that later), and tell
everyone in the company how important the cust
customer6s money, the customerds needs. I f he
you might want to abandon ISO 9001 and take up Colt 45. The malt
beverage, not the gun. No workplace violence, now.

c) The boss also has to set some kind of quality
itds a whole picnic in and of itself.

d Hedl | al so have to have give tvhttnesappearance of
year at a management review meeting, or someth
a minute.

e) The boss will also have to occasionally open the purse strings and provide
adequate resources to support the management
gettng a bul | pregnant, but youbve got to convi
quality is a good thing.

5.2 Customer Focus, or fADondt Forget Who Pays
Not sure why we didnot put this in the |list above
make surethe company really figetsodo the customer and th

out a way to s
greased-l ens view o
hillside. oo

isfy them. Remember, itdés cal |l
the customerdo or fAgazing at the ¢

5.3 Quality Policy: Sum Up Everything in Your Own Words, But Use Our
Words to Do It.

Hey, remember the quality policy | mentioned? Well, here it is! The boss has got to
put his philosophy about business in writing. Yeah, this ought to be good, right?
Especial y since hebés barely able to conjugate a verb!

Well, pat him on the head and tell the little Cicero to give it his best shot. At the very
least, the quality policy must:

a) Be somehow connected to reality. That means it should have something to

dowiththe company. A quality policy that says il
good i dea. ifiAbandon hope, all ye who enter her
b) Restate the companyés commitment to quality an

on this one, remind him about the scrap pile out back.
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c) Provide some kind of philosophical grounding for your quality objectives. So
only say stuff you can measur e. Somet hing | ik
probably not be the best thing.

d) Be printed on little cards and given to each employee so that if the auditor
asks them, AwWhat 6s the quality policy?06 they
Actually, it would be better if you actually taught everyone the policy so they
understood it, but we know talking to those dirty, lower level workers is
beyond your job description.

e) Be reviewed occasionally. Again, blow off the dust.
5.4 Take a Deep Breath and Plan, Stupid

5.4.1 Quality Objectives: The Contemporary Royal Proclamations
I know | said it before, but | feel like saying it again. Sue me.

The boss has to set some kind of goals for the company. They should include

goals for quality and product. Remember, fip
See? I tds only clause 5.4.1 and wedve alrea
organizations!

Make sure each area in the company has objectives. The fun of charting
onebdbs failure to |live up to expectations shoul

Those objectives better be measurable, too, bu
check up on you!

To make things handy, here aer some suggested objectives which you can
actually measure:

Dondt b eWeaanjmeasuke.that by use of hidden cameras.
Dondt steal oWédartel bysdoipypnientens .

Sell whatever you can, as fast as you can. We can measure that
by how fast you sell whatever you can.

Never pay our vendors on time. Paying on time is for shlubs.
Deliver on time. OK, OK, I just added that last one in as a joke. |
mean, really. Who does that?? Ha ha ha!

= =4 =4

= =

5.4.2 QMS Planning, Or Something Resembling It

This clause suggests that you should plan your quality system before you
implement it. Right. Like some new startup company is going to put ISO 9001
in place first, and then open shop.

Well, now that youbve already started selling
after the fact. In order to plan it properly, make sure you:

a) € plan wusing the process approach and objec
repeat myself enough.
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b) ¢ update the quality system if the company c
illegal Caymans account? Make sure you update the org chart! Company
diversifying into manufacturing of crystal meth? Make sure your records
procedure has adequate controls to prevent the cops from finding out!

5.5 Fun With Big Words: Responsibility, Authority and Communication

5.5.1 Responsibility and Authority, Separated At Birth?

Machiavelli wrote, "It is much more secure to be feared than to be loved." While
you ponder the relevance of that, | etdés throw in

The boss has to be sure to give everyone both the responsibility and authority to
do their jobs. Insert laugh track here.

5.5.2 Management Lackey

In order to facilitate the third-party auditing process, and to make sure

t hat auditors dondt have to dea many
workers in the back, the boss has to assign someone as the quality
system fAManagement Representati des b €

dresser, the Management Rep must:

a) Ensure that the quality system processes are established,
implemented and maintained. That means if the company flunks
the audit, the boss has someone to fire. Sort of does away with that

whol e Aimanagement commitmento thing we talked
it?

b) Write lots of reports with colored graphs for the boss, so he can see how
badly the company is really doing. Use small words.

c) Cheerlead, cheerlead, cheerlead. Rah rah!

5.5.3 Internal Communication or, Failing That, Internal Combustion

For most bosses the definition of Ainternal cC 0O mi
stomach growling at 11:00 in the morning. Well, now he has to make sure that
there are formal processes for communication within the organization. No, the
stupid fisuggestion boxdo with the seven yearsod of

And when the auditor walks around asking people about ISO 9001 , theydd darn
wel | better know what web6re talking about!
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5.6 Management Getting Together Once A Year To Make Sure the Liquor
Cabinet in the Conference Room Hasnb6t Been Tal

5.6.1 Management Review: General

Youbve got to fdgturteheouhbhosas way It@wok at all t hose
been collecting for the past year. Have a meeting! You will note that no where in

the ISO 9001 standard does it prohibit you from having the meeting at a girlie bar

or on the back ni awewrotehestokthis statdard fom! wh e r

Yep, the boss has to periodically --- you get to define that! --- review the quality
system. That review must include some suggestions for improvement.

And, yes, you have to keep records. The back of the Hooters napkin will do
nicely.

5.6.2 Review Inputs: Things You Need to Legitimize the Meetings
Because the gang here at TC176 was feeling particularly caffeinated the day we
wrote this part, we really got into the spirit of imposing our will and included this
list of mandatory management review requirements!

At the review, you must look at:

a) How bad your audit program is screwed up.

b) All those customer complaints piling up near the fax machine.

¢) How your processes are doing, and how your product (remember, that means
iservicedo too!) is doing

d) The status of the corrective and preventive action system --- more on that
later!

e) Stuff you didnét finish at the | ast meeting.

f) Changes that could affect the quality system or, more importantly, the
contract you have with your registrar.

g Suggestions for improving the companyé but not
your part.

5.6.3 Review Outputs: Things You Need to Prove You Actually Had A
Meeting

You need to get something out of that management review debacle. Preferably it

should be decisions and fiaction items. 0 I | ove
Bond! Those decisions and action items (cool!) should be related to:
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a) Improving the quality system (try to do this without admitting you screwed it
up to begin with.)

b) | mproving the product (r emembneorw, ytohuabtr ei ncl ude
starting to see why only 5% of ISO 9001 registered organizations are service
companies!)

c) Resources. One exception: if the boss blurts out his desire to lay off half the
workers so he can buy a Maserati, you might want to leave that out of the
minutes.

d Urine. Letbés face it. After all the drinking i
is running to after the meeting is the bathroom.

6 Resources: Things That Drain Your Finances

6.1 Trick OEm I nto Providing Resources
You canét get what you dondét ask for. Even your
clairvoyant. Besi des, n order for him to read n

i
mind, and --- face it---youwer enét hired for your smarts.

I f you need resources, youbd better figure out wh
provide them. That includes stuff needed to:

7

a) éi mpl ement , mai ntain and i mprove the quality s
jaroffreepe pper mi nts at the receptionistés desk.

b) éboost cust omer satisfaction. Technically S
sending cheap beer and free cigarettes t o t |
Whatever works!

6.2 Human Resources,to6onfiSblavele &0 How

6.2.1 Sub-Human Resources

Whil e |1 personally |Iike the term Ahuman capital,

that was a bit i mpersonal . So instead we calle

Basically we want you to make sure the people you hire are competent. Now, we

understand that competence is defined as fithose

exceed those of oneb6s manager, 0 so youol|l have

means for each position in your specific company. Hiring knuckle-dragging
hunchbacks to do delicate brain surgery might not be any more wise for you then
it was for Frankenstein.

6.2.2 Three More Big Words: Competence, Awareness and Training
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Hi red those hunchbacks anyway? Wel | | now youbol
the rules:

a) Figure out what they have to do.
b) Train them on it.
¢c) Evaluate how theyo6ére doing after training.

d) Beat the performance out of them. No, just kidding. Make sure everyone
knows how their work affects the customers, and that if they screw things up

itds ntohteijrusjtobs on the | ine, but the jobs of
hunchbacked knuckle-draggers. Oh, your people should know their quality
objectives.

e) Gotta keep records of training. Keep them separate from the personnel file so
t he audit or she lthmasshant lasvauiés yaul employees have going
against you.

6.3 Infra-what?

Nobody on the Technical Commi ttee knows how the wt
We think it was a bad translation of some French v
word fiparadi gmo; everyone uses it, but nobody knows
Wel | | we think #Ainfrastructureodo has something to
workers:

a) A place to work, preferably with air, lights and running water,
b) Equipment to work with, to justify those capital equipment deductions,

c) Other services |i ke candy machines, AEmpl oyee
and bathrooms.

We could be wrong, though.

6.4 Touchy Feely Work Environment, or ANi ght i n the Box! 0
Thought we already talked about this in the last clause? So did we! You know, we

argued over this clause for weeks in Budapest! Well, not every piece of coal turns

into a diamond.

Suffice to say that you have to provide an adequate work environment. Remember,

though, that you get to defi ne what i s Afadequate. 0 After al |
managers felt a tin box baking in the hot sun was an adequate working environment!
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7 Product Realization, or #fAMaking St

7.1 Planning of Making Stuff

Wo w! Webdbre in secti on yol caakxclada any tlausesRrethise mb e r

part that donét apply to your company. Or your wa

Yeah, I know we shoul d &lSavioeReal i edttbhnsofnPubdmost

the TC176 guys are former manufacturing executives, so waddya expect? Maybe in

the next ten years weol |l get it right. Or not .

Anyway, as part of planning of product realizati on

needed, | ike webve said umpteen times already. Al
a) Come up with objectives and requireme nt s f or t he product. I f you

the internet and find out what your competitors are doing.

b) Create processes and documents for the product, and make sure you get the
necessary resources. I know, é broken record.

¢c) Figure out h o v ingpeat the stuff. gQr imaagure the process
instead. Or test the finished product. Whatever, just look busy.

d) Keep records so that you can prove the processes work and the product
passed inspection. This will help when the customer asks you why his parts
arrived broken, and you know darn well his receiving guy did it.

How you do all this is your business.
7.2 Customer-Related Gobbledygook

7.2.1 Translating Customer Requirements into Human

Remember the customer? That gerowti i @ sguey mvimg pays
back to you

(¢

Well, before you go building anything for him, you should at the very least:
a) Figure out what he says he wants,
b) Figure out what he thinks he wants,

¢) Figure out what the government wants you do to with what he wants because,
you know, they have to have a say in everything.

d Figure out how the hell youdre going to make i

7.2.2 Reviewing Their Idiotic Needs
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Got all the requirements? Now you have to review them! This means that your
Sales Team candt goe amoomdwipbeomysubdget bompany ¢
even break two rocks in half. Get those Harvard-educated, smarmy goons in line!

r

N once youbve got t he e
t that o

o, guirements written doc
hem over. Basically s

SO you can be sur e:

a Youbve groegalelvwwerything written down after al |,
something important.

b) If the customer arbitrarily subtracted a few hundred bucks from the price you
guoted, you can call him out on it.

c) You really do have the ability to make the stuff, and your smug Sales guys
werendét | ying this time.

Just to be safe, keep records of all this.
a

l'y give

Now someti mes the customer wono |
utti f in writ

they know the pitfalls of p
better write it down and get a confirmation before you start work.

t ctua
ng stuf
And because the customers are probably suffering from Adult Attention Deficit
Disorder, sometimes they will call you up and change things on a whim. If so
youbve got t o r weallte dooumehts thd shaph Wear good

sneakers.

7.2.3 Customer Communi cat i annAsshatr fiYou Can Ca
AfterYou Hang Up. o

If you thought talking to your employees was rough, just imagine having to talk to
the customers! Yuck.

Well, choke it down and just do it. Make sure you have ways to handle the
following types of customer communications:

a) Product questions.
b) Order questions.

c) Complaints, grunts, whines, noisy exhalations, snorts, and other bodily
sounds born of desperation.
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7.3 Design and Arrested Development

7.3.1 Planning Your Design Before You Break Out
the Colored Pencils

Did someone in the company decide they can actually 3/@'
design stuff? Yikes, you are in a bad situation!

Well, you might as well bite the bullet and design it

right. Youbd better pl an your i viltoio
This means: w
54
a) Figure out all the steps necessary for designing
things
b) Figure out how to review the design at each ‘
step before the it all hits the fan \
7 o
c) Figure out whodés reswponsi bl e ™fwor what". Y o
donodt want -yedrald CAD enginetr3
designing your rocket engi nes. Unl ess  hebds t
nephew.
Make sure everyone in the design activity knows what their responsibilities are,
and who they answer to. Designers are notoriously ill-tempered and have poor
people skills. Try to manage around that.
7.3.2 D&D Inputs: Stuff You Need to Act like a Professional Engineer
Herebds what youdll need to answer, at a mini mum,
a) Whatdéds the darn thing supposed to do?
b) What kind of legal or government trouble awaits you if it blows up?
¢) What did the screwups from your last design teach you?
d) What other things are you forgetting?
Once youbdve answered these questions, review t
compl et e and doead bthec dfrthe list af tequineménts includes
Amust sink |ike a stonedo and fimust float | i ke a
7.3.3 D&D Outputs: Stuff You Need to Make Your Desk Look Busy
AOut putso is a fancy way of otheakind ofgrittehe si gn dr awi n
thingamajig. How you do these is your business, but they do have to be approved
before giving them to anyone for building. Afraid to sign off the drawings? Use
someone el seds name! Failing thatme use AAIl an
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Hollywood uses when the director quits the movie after realizing his work was
crap to begin with.

Those drawings and design plans had better:
a) Address all the requirements from 7.3.2 above.

b) Define whatés needed for puiprovisiars (Heygy, producti o
how did fiservice provisiono get in there?)

c) Listthe inspection and test acceptance criteria, so your QC guys can have fun
later telling you how much your design sucks.

d Include details on whatdos needed?Weor fsafe and
care!

7.3.4 Design Reviews: Get Ready to Mock the AutoCAD® Geeks

Better review those drawings and plans before giving them out to the shop guys!

You may want to | aminate them first, too; donét

goop all over them.

Just in case, youdbd better make sure:

a You havendt gotten off on a tangent and design
for a birdhouse.

b) Figure out where the designers screwed up, and fix it.

Make sure you actually involve the designers in the resulting beatings. And keep
records.

Of the design reviews, not the beatings.
7.3.5 Design Verification: Does It Look Like A Duck?

By fAverificationd we mean comparing the drawings
list of requirements. This is a paperwork exercise. Don 6t cut yoursel f.

Keep records of this, too.

7.3.6 Design Validation: Does It Sound Like A Duck?

By fivalidati ondo we mean comparing the finished p
the original i st of requirementisono Wendi nt ent .
Avalidationd as words because they sound simila

them all the time. Our dislike of consultants is a type of Freudian self-loathing.

You can thank us for not using the words vindication, vacillation, visitation and
vaccination, all of which were on our short list.

Keep records of this, too.
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7.3.7 Controlling Design ChanygweWere |t 6s A Duc
Supposed to Design a Transmission Assembly, Idiot!

Your design stunk af t erutrmakdsure tie cdanged arei t ? Change
revi ewed, verified and validated just l'i ke the
shipped product from that bad design, do two things: (1) contact the customer and

tell him, and (2) contact your lawyer.

Keep records of this, too. Darnn, t hat 6s a | ot of records! Re mem
is a job for someone, somewhere!

7.4 Purchasing: Shopping Sprees without the Guilt

7.4.1 How to Spend the BossO0 Money

Ya gotta spend money to make money, they say.
have to buy something. Herebs how we want you t
I f you do buy stuff, make sure itbés what you wal

ordering wine casks with bungholes and getting the opposite.

Make sure your suppliers atetemdaheactcobtime.l et e mor ons.
Ask them if they are ISO 9001 certified! If not, tell them how great this standard

is! Tell them to buy books by TC 176 members! Get them to subscribe to quality

magazines! Tell them to start Six Sigma training! Talk to them about Lean

Manufacturing, Agile Manufacturing, maybe even Oh-So-Slick Manufacturing!

This way, not only does ISO 9001 ensure its ongoing survival, so do all the

consultants and auditors! Yay!

Hey if you really want to have fun, meet with your suppliers face-to-face, put on a
really creepy thousand-mi | e stare and say, i nwih monotone \
become one of usé join now or be destroyed. o

When youdr e done evhleatingoour suppies,ékeep records of

those evaluations. Every auditorisgoi ng to ask for an fapproved
even though this isnodt mentioned in our standa
anyway, seeing as how we have lost all control over those baboons.

7.4.2 What to Write on Purchase Orders

Guess what? You know how you have to be clear on finding out what your

customers want from you? Wel |l , what goes aroun
got to be sure to tell your suppliers what you wa nt . They candét read minc
more than you can, Karnak.

That means purchase ordersthat actwually say more than fAHey, Sa
of those blue things!o

In addition to the basic information like quantity, type and a description of what
you want, your PO&s had better have:
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a) Any special approval requirements your QA team dreamed up, or other
annoyances like procedures, processes and equipment. Want them to make
the parts on a gold-plated press brake and ship them in delicately laced silk
bags? Better tell 6éem so in the PO!

b) Any weird requirements you guys thought of for the people working on your
parts at the supplier. iYou must be trained i
partso is always a good one.

¢) Quality system requirements, like ISO 9001 certification. Put it on the PO, so
they have to become certified! Resistance is futile!

d) Most importantly, every purchase order generated by every company must
include at least one line item for a Jaguar, Lotus or Bentley, to be shipped, at
the companybés expense, to Oxebrige Quality Re
Avenue, Suite G, Winter Haven FL 33880.

And review the darn things before you send them out. A PO that goes out with
bad informationisyourf aul t, not the supplierdés, di mbul b. (

7.4.3 Make Sure You Get What You Ask For

Once youdve received t yoehasettochetkitbacause--+t he supplier

| et 0s -ftakeydrte al l criminals. Each and every o

trying to rip you off. Even if they are |1 SO 9

Maybe twice.

That means inspect it at receiving, of course.

And if you try to dodge the whole bullet by telling the supplier to inspect it

themselves, sorrypal---no di ce. Youol | have to spell that o

then youdre stildl responsible if they send you c
7.5 The Dark Arts: Production and Service Provision

7.5.1 Defense Against the Dark Arts

Apparently the day we worked on this clause someone at TC176 awoke from their

daze and snuck Aservice provisionodo back in. Ho

security!

Wel |l , dondt dweorrd ydi drhéet ssttaaar t making sense all o]

one guy came to his senses. We argued for months over what this clause meant,

and lemme tellya, | lost a few bucks on the pool we had going. | thought it had

something to do with thermostats!

Basical | vy , itds the old Aprocess control o clause fr

name. Thatds because back in 694 we really did

control 0 meant. But now we do! Lucky youl!

So, to control your woruUndgou@wdabeweecadb Bwentyt

conditions. 0 Menacing, huh? Herebs what it mea
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a) You must provide your people with an adequate description of what they are
making. Routers, prints, work orders, etc. All that stuff.

b) You must give them work instructions where necessary. Typically this means
where i f you didnot have them, the parts (or
really want to keep your job, youdll write a w
Like a work instruction on how to write work instructions.

c) You must provide suitable equipment. That means it actually works.

d) You must provide your inspection and test people the proper inspection and
test equipment. Asking someone to measure a 64™ of an inch with a two
paper clips and some bubblegum doesndét cut it.

e) You must actually conduct inspection and testing, although now we call it
imeasuring and monistuad Jo0ingpéctios-foi xwaet eddo.n 6t Donodt
believe it for a minute, though!

) You must contr ol it he i ryely and@ostdaliveryon o f rel ea:
activities. o That sounds mystical, and it rea
Pazuzu, and you remember what he did to Linda Blair!) But all it means is
you have to control what happens to the parts during shipping and when it
gets to the customer. At least as much as you can, given that the customer
probably has a drunk forklift driver just like you do.

7.5.2 Validati on ofto®ntootThat gVeich,Canmat A Ho w
Be Controll edbo

Remember the fispecial Thegbessassdl bf he®84? confus
heck out of everyone. Yippee!

Let me try to put this into some kind of language everyone can understand. A

Aspeci al processo is a process that results in
or test unless (1) you have to send it to the customer for them to install and use,
at which point itéds too | ate because youbdbve alre

it up to test it.

So basically, itds something you just canot c h
means theoldins pecti on and test method doesnédét wor k, S
you to go extra heavy on controlling the process, so you stand at least half a

chance in getting a good part out it.

Or maybe one quarter chance.

We call this extra Itienotto belconfused with drattweon, 6 whi ¢
call ed ivalidationo under t he Design & Develop
something completely different, and has nothing to do with blowing things up.

In order to validate your special processes, you have to:

a) Figur e out how youdre going to review and appro
Heck, write it down while youdre at it]!
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b) Approve the equipment and personnel . Therebds
confidence than writing down some phony approvals on a piece of paper!

c) Figure out how exactly youdre going to conduct
writing down instructions that cannot be disobeyed. Get out the whip.

d) Figure out what kind of records (remember: auditor jobs) you need.

e) Figure out how you can periodically revalidate the process, because going
through this just once is not nearly enough fun.

Still dondt get it ? Thatds because youbre not
friend. But donot | et t hat di ssuade you from ¢
office is often the best place to hide the most lackluster employee.

7.5.3 Identification and Traceability: Just Number Everything

Now heredés a blast from the past! A cl ause that
untampered from 1994!

Yep, even in the 21% century you still have to make sure your parts and raw
materials have tiny numbers inscribed delicately on them. Hire one of those guys
who can write a whole Bible on a grain of rice to do it!

Wai t ! Thereds mor el Not o n pigce af everything have to id
lying around that mess of shop of yours with a part number, you also have to
identify it as to whether itds good, bad or just

And heaven help you if the customer requires you to put serial numbers on parts
ortohavesomeot her HAtraceabilityd methods in place.
with some way to do it, and be able to know exactly when part 12589399298-
23477324-4883-G shipped.

7.5.4 Customer Property, formerly fALost and
Sometimes the customer will come visit the plant. A few times he may even leave

his wall et in the | unch room. Feel free to kee
clause is talking about!

Il nstead, wedre talking about customer supplied
equi pment . Hifs yloiurbds eofgogt uff i n use, and assumi
you stole it in the dark of night, then you have to control it as if it were a baby.

Keep it war m, protected and safe. And i f you b

customer property, you have to tell the customer. Only fair, right?
You also have to identify it as customer property so that no one accidentally uses

it for the wrong customer. Are we overstating the obvious? Sure we are! We stick
to our strengths.
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7.5.5 Preservation of Product

Forge t those darn service i ndluswnmi Bman wfeda teu rbiancgk
onlyo mode! This is the part where we talk a
preservat i o-rthatwassentidn 5y1.0 u

No this is the preservation of product. We used to c a | | this clause fAHandl

Storage, Preservation, Packaging and Deliveryo &
us blabbersnoots. Instead of listing the types of preservation and giving specific

examples, the guy who came up with this clause got lazy and reduced it to a

single sentence: iPreservation shal/l include 1id
storage and protection. o

Boy, he must have had one hell of a hangover that day. | know | did!

So, yes, you must preserve your product, including any subassemblies, smaller
parts, bits and pieces, or things that have fallen off earlier. How you do it is your
business, but whatever it is had better impress that auditor.

e/l meNT™

7.6 Control of Monit I ng and Measuring Devi c:¢
Labels on Anything WithNumber s on Themo

This is the part about calibration. Dondt |l et the

Ités also the clause we at TC 176 are most proud
to come to the decision to change the name of the clause from including the word

Afdewiso to Aequipment. o | candét tell you how many
conclusion. | mean fights broke out!

I f youdre going to take our advice and ignore Denm
lots of equipment to do all those redundant inspections. That means lots of
calibration, too. Another boon for the local economy.

No w, I know youdre anxious to get started, but b
tests you need to be sure you actually can do the inspections and tests. This means

thatyoubve checked to make sure you have the right eq
giant-thumbed goons in QC can actually work the darn things.

re really sure you have everything you n:«
t r ol noefasmanintgo rdiervg caemsd 0

You have to:

a) Calibrate your equipment at intervals you define, and those intervals had
better make sense. None of this ficalibrate o
passes. 0 The interval must be baswved on commor
y ou donot have any common sense) previous C
standards have to be traced back to some certified standard, so in the US that
usually means NI ST. NI ST stands for ANati ona
back to. o Easy.

Page 27 © 20047 2010 OQRI LLC www.oxebridge.com



