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Introduction to Quality Management System (QMS)

As society becomes more educated, competitive, and demanding, stakeholders are playing an
increasingly influential role. Quality Management principles enable organizations to operate
more efficiently, safely, and intelligently—ensuring customer satisfaction while maintaining a
competitive edge.

Quality management principles equip organizations with the ability to navigate the challenges
of a rapidly evolving environment, significantly different from previous decades. Today’s
business landscape is shaped by accelerated change, market globalization, and the growing
importance of knowledge as a key resource. The impact of quality extends beyond customer
satisfaction; it also plays a crucial role in shaping an organization’s reputation.

A commitment to quality within an organization cultivates a culture that influences behavior,
attitudes, processes, and activities—ensuring value delivery by meeting the expectations of
customers and other key stakeholders. The quality of an organization’s products and services is
measured not only by its ability to satisfy customers but also by its intended and unintended
impact on relevant stakeholders.

Quality encompasses not only functionality and performance but also the perceived value and
overall benefits provided to customers. Thus, success is achieved when an organization earns
and maintains the trust of its customers and other relevant interested parties. Every interaction
with a customer presents an opportunity to deliver greater value. A deep understanding of both
current and future needs of customers and stakeholders is essential in driving the long-term
success of the organization.

A Quality Management System (QMS) provides a structured framework that enables
organizations to take a holistic approach to achieving their objectives. It involves identifying
goals, determining the necessary processes and resources, and aligning efforts to achieve the
desired outcomes.

A QMS is dynamic in nature—it continually evolves through ongoing improvement initiatives.
Planning within a QMS is not a one-time effort but a continuous cycle that integrates all quality-
related activities across the organization. As the organization gains experience and responds to
changing conditions, plans are updated and refined.

It is a dynamic system that evolves over time through periods of improvement. QMS planning
is not a singular event, rather it is an ongoing process. A plan takes into account all quality
activities of the organization. Plans evolve as the organization learns and circumstances change.
It is important for an organization to regularly monitor and evaluate both the implementation of
the plan and the performance of the QMS. Actions are taken for correction and improvement
based upon analysis of the evidence gathered. The knowledge gained could lead to innovation,
taking QMS performance to higher levels.

Regular monitoring and evaluation of both the QMS implementation and performance are
essential. Based on the analysis of evidence, corrective and improvement actions are taken. The
insights gained through this process can spark innovation and drive the QMS toward higher
levels of performance.

This compendium aims at providing an overview of Indian Standards on Quality management
system covering customer satisfaction aspects, offering insights into their specifications, and
their applications. It is intended for use by organizations, professionals, quality control personnel,
academician, and regulatory authorities to enhance understanding and compliance with quality
management system standards. By compiling relevant standards on quality management system
in a single document, this compendium serves as a ready reference for professionals in various
fields.
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Significance of Quality Management System for Customer Satisfaction

The significance of a Quality Management System (QMS) for customer satisfaction lies in its
ability to consistently deliver products and services that meet or exceed customer expectations.
By standardizing processes, reducing errors, and focusing on continuous improvement, a QMS
ensures reliability and quality in every customer interaction. It also facilitates faster response to
customer feedback and helps in addressing complaints effectively. This builds trust, strengthens
relationships, and enhances customer loyalty—key factors in long-term business success.
Ultimately, a well-implemented QMS turns quality into a competitive advantage that directly
contributes to higher customer satisfaction.

Components of Quality Management System (QMS)

Quality Management System Standard is based on the quality management principles like -
customer focus, leadership, engagement of people, process approach, improvement, evidence-
based decision making, relationship management.

The important components of QMS are process approach, Plan- Do- Check- Act (PDCA)
cycle and risk-based thinking.

IMPORTANT COMPONENTS
OF QUALITY
MANAGEMENT
SYSTEMS (QMS)

CHECK | ACT

PROCESS PLAN-DO-
APPROACH CHECK-ACT

(PDCA)

RISK-BASED
THINKING

Process Approach:

The process approach involves the systematic definition and management of processes, and their
interactions, so as to achieve the intended results in accordance with the quality policy and
strategic direction of the organization. It is aimed at taking advantage of opportunities and
preventing undesirable results.

Understanding and managing interrelated processes as a system contributes to the
organization’s effectiveness and efficiency in achieving its intended results. This approach
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enables the organization to control the interrelationships and interdependencies among the
processes of the system, so that the overall performance of the organization can be enhanced.

Plan- Do- Check- Act (PDCA) cycle :

It can be briefly described as follows:

. Plan: establish the objectives of the system and its processes, and the resources needed
to deliver results in accordance with customer requirements and the organization’s policies,
and identify and address risks and opportunities

. Do: implement what was planned
. Check: monitor and measure processes and the resulting products and services
against policies, objectives, requirements and planned activities, and report the results
. Act: take actions to improve performance
i
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Risk Based Thinking :

Risk-based thinking is essential for achieving an effective quality management system. The
concept of risk-based thinking is the essential component of QMS for example - carrying out
preventive action to eliminate potential nonconformities, analysing any nonconformities that
do occur, and taking action to prevent recurrence that is appropriate for the effects of the
nonconformity.

An organization needs to plan and implement actions to address risks and opportunities.
Addressing both risks and opportunities establishes a basis for increasing the effectiveness of
the quality management system, achieving improved results and preventing negative effects.
Opportunities can arise as a result of a situation favourable to achieving an intended result, for
example, a set of circumstances that allow the organization to attract customers, develop new
products and services, reduce waste or improve productivity. Actions to address opportunities
can also include consideration of associated risks. Risk is the effect of uncertainty and any such
uncertainty can have positive or negative effects. A positive deviation arising from a risk can
provide an opportunity, but not all positive effects of risk result in opportunities.

Important Quality Management Systems (QMS) Standards

Quality Management System (QMS) standards are based on common principles. They help
organizations to recognize potential risks and opportunities while offering guidance for
continual improvement. In today’s evolving landscape, factors like innovation, ethics, trust, and
reputation are integrated within a QMS framework.

QMS standards offer a detailed framework of requirements and recommendations. Important
standards covered under QMS achieving customer satisfaction are as follows:
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SI. No.

I1S/1SO No.

Title

Remarks

IS/ISO 9001

Quality Management Systems —
Requirements

Outlines the core
requirements for a QMS.

IS/ISO 9004

Quality management - Quality of
an organization - Guidance to
achieve sustained success

Provides broader guidance
aimed at achieving long-
term success and
improved performance.

IS/ISO
: 2018

10001

Quality Management —
Customer Satisfaction Guidelines
for Codes of Conduct for
Organizations

IS/ISO 10002

Quality Management —
Customer Satisfaction —
Guidelines  for ~ Complaints
Handling in Organizations

IS/ISO 10003

Quality Management —
Customer Satisfaction —
Guidelines for Dispute Resolution
External to Organizations

IS/ISO 10004

Quality Management -Customer
Satisfaction — Guidelines for
Monitoring and Measuring

IS/ISO 10005

Quality Management —
Guidelines for Quality Plans

IS/ISO 10008

Quality Management - Customer
Satisfaction - Business-to-
Consumer Electronic Commerce
Transactions Guidelines

IS/ISO 10010

Quality management —
Guidance to understand,
evaluate and improve
organizational quality culture

Provides guidance on
specific QMS components
for customer satisfaction

The various parts of an organization’s management System, including its QMS, can be
integrated as a Single Management System. The objectives, processes and resources related to
quality, growth, funding, profitability, environment, occupational health and Safety, energy,
Security and other aspects of the organization can be more effectively and efficiently achieved
and used when the QMS is integrated with other management Systems.
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1S/ISO 9001

QUALITY
MANAGEMENT

SYSTEMS
REQUIREMENTS

I1S/1SO 9001 Quality Management Systems — Requirements

IS/ISO 9001 ‘Quality Management Systems — Requirements’ specifies the requirements aimed
at giving confidence in the products and services provided by an organization and thereby
enhancing customer satisfaction. Its proper implementation can also be expected to bring other
organizational benefits, such as improved internal communication, better understanding and
control of the organization’s processes.

It provides a framework for organizations to consistently meet customer and regulatory
requirements while enhancing customer satisfaction. The standard is applicable to all
organizations, regardless of size, type, or industry. It focuses on ensuring consistent quality in
products and services.

Important Clauses of 1SO 9001:

The standard is structured into 10 clauses, with the main requirements covered in Clause 4 to
10:

Clause 4: Context of the Organization — Understanding internal and external factors that
affect QMS.

Clause 5: Leadership — Top management commitment and responsibilities.

Clause 6: Planning — Addressing risks, opportunities, and quality objectives.

Clause 7: Support — Managing resources, communication, and documented information.
Clause 8: Operation — Implementing processes to meet quality requirements.

Clause 9: Performance Evaluation — Monitoring, measuring, and analyzing QMS
performance.

Clause 10: Improvement — Taking corrective actions and continuously improving QMS.
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1S/ISO 9004

QUALITY
MANAGEMENT

— QUALITY OF AN
ORGANIZATION SUCCESS

I1S/1SO 9004 Quality Management — Quality of an Organization — Guidance
to Achieve Sustained Success

This standard gives guideline for enhancing an organization’s ability to achieve sustained
success. This document provides a self-assessment tool to review the extent to which the
organization has adopted the concepts of QMS. The self-assessment tool helps an organization
to evaluate the level of maturity of its quality management system. This document is applicable
to any organization, regardless of its size, type and activity.

While IS/ISO 9001 focuses on providing confidence in an organization’s products and services,
this document focuses on providing confidence in the organization’s ability to achieve sustained
success. Top management’s focus on the organization’s ability to meet the needs and
expectations of customers and other relevant interested parties provides confidence in achieving
sustained success.

It includes the planning, implementation, analysis, evaluation and improvement of an effective
and efficient management system. Factors affecting an organization’s success continually
emerge, evolve, and adapting to these changes is important for sustained success. Improvement
and innovation also support sustained success.

IS/ISO 9004 offers several valuable benefits to organizations aiming for long-term success. It
enhances business resilience and adaptability by encouraging proactive risk management and
flexible strategies to respond to changing environments. The standard supports improved
decision-making and resource utilization through a structured, data-driven approach. It helps in
fostering a culture of innovation and continuous learning by ensuring that organizations remain
competitive and forward-thinking. It also strengthens relationships and builds trust, contributing
to sustained performance and growth.
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IS/ISO TO001
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CUSTOMER SATISFACTION
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OF CONDUCT FOR ORGANIZATIONS
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IS/ISO 10001 Quality Management — Customer Satisfaction Guidelines for Codes of
Conduct for Organizations

This standard provides guidance to an organization in determining that its customer satisfaction
provisions meet customer needs and expectations. Its use can enhance customer confidence in an
organization and improve customer understanding of what to expect from an organization, thereby
reducing the likelihood of misunderstandings and complaints.
Maintaining a high level of customer satisfaction is a significant challenge for many organizations.
One way of meeting this challenge is to place a customer satisfaction code of conduct. A customer
satisfaction code of conduct consists of promises and related provisions that address issues such
as product and service delivery, product returns, handling of personal information of customers,
advertising and stipulations concerning particular product and service attributes or performance.
It can also be part of an effective approach to complaints management. This involves:

a. complaints prevention, by making use of an appropriate customer satisfaction code

of conduct;
b. internal complaints handling, for instances when expressions of dissatisfaction are received;
c. external dispute resolution, for situations in which complaints cannot be satisfactorily
dealt with internally.

IS/ISO 10001 provides significant benefits for organizations focused on strong customer
relationships and ethical practices. It enhances customer trust and brand reputation by establishing
clear, transparent, and fair customer satisfaction codes of conduct. By clearly defining
organizational commitments, it helps reduce misunderstandings, disputes, and complaints. This
leads to improved customer satisfaction, as customers feel respected and assured in their dealings
with the organization. The standard also promotes continuous improvement by aligning business
practices with evolving market and customer expectations, ensuring long-term loyalty and
competitiveness
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IS/ISO 10002
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QUALITY MANAGEMENT -
CUSTOMER SATISFACTION

GUIDELINES FOR COMPLAINTS
HANDLING IN ORGANIZATIONS

IS/1ISO 10002 Quality Management — Customer Satisfaction - Guidelines for Complaints
Handling in Organizations

This standard provides guidance for organizations to plan, design, develop, operate, maintain
and improve an effective and efficient complaints-handling process for all types of commercial
or non-commercial activities, including those related to electronic commerce. It is intended to
benefit an organization and its customers and other relevant interested parties.

The information obtained through the complaints-handling process can lead to improvements
in products, services and processes and, if the complaints are properly handled, it can also
improve the reputation of the organization.

An effective and efficient complaints-handling process reflects the needs and expectations of
both the organizations which is supplying products and services and those who are the recipients
of those products and services. The handling of complaints through a process as described in
this document can enhance customer satisfaction. Encouraging customer feedback can offer
opportunities to maintain customer loyalty and improve competitiveness.

It can also facilitate the continual improvement of the quality of products, services and
processes based on feedback from customers and other relevant interested parties.

Overall, 1S/1ISO 10002 serves as a comprehensive guide for organizations seeking to improve
their customer complaint management system thus promoting better customer relations and
improving overall quality management.
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IS/ISO TOOO0O03
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QUALITY MANAGEMENT —

CUSTOMER SATISFACTION
GUIDELINES FOR

DISPUTE RESOLUTION

EXTERNAL TO ORGANIZATIONS

IS/1SO 10003 Quality Management — Customer Satisfaction — Guidelines for Dispute
Resolution External to Organizations

This standard provides guidance for organizations to plan, design, develop, operate, maintain
and improve effective and efficient external dispute resolution for product- and service-related
complaints. Dispute resolution gives an avenue of redress when organizations do not remedy a
complaint internally. Most complaints can be resolved successfully within the organization,
without the need for further time-consuming and more adversarial procedures.

The use of this standard can further enhance performance in resolving disputes with
complainants and increase the satisfaction of customers, complainants and other relevant
interested parties to facilitate the achievement of sustained success. It can also facilitate the
continual improvement of the quality of products, services and processes based on feedback
from customers, complainants and other relevant interested parties.

Since, 1S/1SO10001 contains guidance on customer satisfaction codes of conduct for
organizations. codes, in setting out what customers can expect from the organization and its
products and services. In comparison 1S/ISO 10003 can decrease the likelihood of problems
arising and can eliminate causes of complaints and disputes. When complaints and disputes do
arise, the existence of codes of conduct can assist the parties in understanding customer
expectations and the organization’s attempts to meet those expectations. This standard can be
used when complaints are not resolved internally
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1S/ISO 10004

QUALITY
MANAGEMENT

— CUSTOMER SATISFACTION
Guidelines for Monitoring and Measuring

IS/ISO 10004 Quality Management — Customer Satisfaction Guidelines for
Monitoring and Measuring

One of the key elements of organizational success is the customer’s satisfaction with the
organization and its products and services. Therefore, it is necessary to monitor and measure
customer satisfaction. The information obtained from monitoring and measuring customer
satisfaction can help identify opportunities for improvement of the organization’s strategies,
products, services, processes and characteristics that are valued by customers, and serve the
organization’s objectives. Such improvements can strengthen customer confidence and result
in commercial and other benefits.

This standard provides guidance to the organization on establishing effective processes for
monitoring and measuring customer satisfaction. The satisfaction of persons or organizations
that could or do receive a product or a service from a public or a private organization is the
focus of this standard. Such actions can strengthen customer loyalty and help retain customers.

IS/ISO 10004 serves as a valuable resource for organizations aiming to foster a culture of
continuous improvement and customer engagement. By adhering to these guidelines,
organizations can enhance their understanding of customer satisfaction, ultimately leading to
better service delivery and a stronger competitive advantage in the marketplace.
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I1IS/ISO 10005

QUALITY
MANAGEMENT

— GUIDELINES FOR
QUALITY PLANS
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IS/1SO 10005 Quality Management — Guidelines for Quality Plans

This standard gives guidelines for establishing, reviewing, accepting, applying and revising
quality plans. This document is applicable to quality plans for any intended output, whether a
process, product, service, project or contract, and any type or size of organization. It is
applicable whether or not the organization has a management system in conformity with I1SO
9001.This document provides guidance and does not specify requirements. It is focused
primarily on the provision of outputs and is not a guide to the planning of quality management
system development.

This standard has been prepared to address the need for guidance on quality plans, either in the
context of an established quality management system or as an independent management
activity. In either case, quality plans provide a means of relating specific requirements of the
process, product, service, project or contract to work methods and practices. Quality plans are
most effective when they are compatible with other associated plans.

Benefits of establishing a quality plan include increased confidence that requirements will be
met, greater assurance that processes are in control and the motivation it can give to those
involved.

It might also give insight into opportunities for innovation and improvement. The guidance on
quality plans in this standard is based on the principles necessary for the establishment of quality
management systems.

IS/ISO 10005 serves as a comprehensive resource for organizations looking to develop robust
quality plans that align with their strategic goals, enhance product and service quality, and
improve customer satisfaction. By following these guidelines, organizations can establish a
structured approach to quality management that fosters continuous improvement
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IS/ISO 10008
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QUALITY MANAGENMENT—
CUSTOMER SATISFACTION
BUSINESS-TO-CONSUMER
ELECTRONIC CONMMERCE
TRANSACTIONS —

GUIDELINES

IS/ISO 10008 Quality Management — Customer Satisfaction- Business to- Consumer
Electronic Commerce Transactions — Guidelines

Electronic commerce offers the convenience of being able to research and select from a wide
range of products and services, but consumers must usually do so without the benefit of face-
to-face interactions. The related transactions can take place across international borders,
sometimes without the consumer realizing this, and the levels of consumer protection can be
different from those to which the consumer is accustomed. This document provides guidance
to organizations for planning, designing, developing, implementing, maintaining and improving
an effective and efficient system concerning business-to-consumer electronic commerce
transactions (B2C ECTSs).

An effective and efficient B2C ECT system can assist consumers and organizations in
addressing all aspects of a transaction. This document gives guidance on how organizations can
implement such a B2C ECT system and thereby:

a) provide a basis for consumers to have increased confidence in B2C ECTs;

b) enhance the ability of organizations to satisfy consumers;

¢) reduce complaints and disputes.

A B2C ECT involves electronic interactions between the organization and the consumer, when
accessed by the consumer through any device with wired or wireless connectivity (e.g. personal
computers, e-tablets, personal digital assistants, cell phones). It can also involve other data-
based telecommunications networks (e.g. short-text messaging) and various interfaces,
including websites, social media web pages, apps and emails.

The guidance in this document is intended to apply to situations where a substantial part of the
B2C ECT, including at least one in-transaction phase process (e.g. processing of payment,
confirmation by the consumer of the agreement, delivery of products and services) is facilitated




Page |15
by electronic methods. It also can be useful where no B2C ECT takes place, but there is some
online interaction between the organization and the consumer, such as when an organization
advertises online and does not sell products or services online.

Where distance selling does not include an online component (e.g. a mail order), it is not the
subject of this document, but some of the guidance provided can be relevant. Considered
broadly, business-to-consumer e-commerce involves a wide variety of organizations engaged
in many different activities. The focus of this document is on the organizations that directly
offer products and services to consumers, whether via their own platforms or via online
marketplaces. However, the guidance provided can be relevant to other organizations involved
in any B2C ECT transaction, including online marketplaces and price comparison sites.
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1S/1SO 10010

QUALITY MANAGEMENT
— GUIDANCE —

to understand, evaluate and

improve organizational quality
culture

o

IS/1ISO 10010 Quality management — Guidance to understand, evaluate and improve
organizational quality culture

The standard assists an organization in understanding, evaluating, and improving its quality
culture to enhance organizational performance and to help achieve sustained success. This
standard provides guidance on how to understand, determine, analyse, evaluate, implement,
embed and sustain the desired quality culture consistent with the context of the organization.
This document takes into account the fundamental concepts and quality management
principles, with specific focus on people engagement and leadership.

The recommendations in this document are generic and are intended to be applicable to any
organization, regardless of its size, industry, location, maturity or the products and services it
provide.

The standard also specifies the role of leadership and people engagement in achieving a desired
quality culture in the performance of the organization for customer and determination of risks
and opportunities relevant to quality culture.
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Case Study of M/s Technocraft Industries (India) Limited

Technocraft was established in 1972 by two brothers Mr. S.K. Saraf and Mr. S.M. Saraf. The
brothers, who were IIT Graduates & Technologists, had started the company with the aim of
manufacturing high precision and sophisticated Drum Closures Products and gradually added
entire range of Scaffolding systems and full range of Textile products starting from Grey Yarn,
Mélange Yarn, and Fabric to Garments.

Technocraft has celebrated its journey of fifty successful years in 2022. Since its inception, it
has contributed for the country by generating employment and bringing precious foreign
exchange in the country.

Technocraft was recognized as an export house by government of India in 1979. It has been
constantly upgrading its capacity & improving its standards to meet the ever- increasing
expectations of its customers. Today with presence in many countries Technocraft has exports
to more than 80 countries. As on today, Technocraft is a team of 3000+ dedicated employees.
The Company’s client base spans various industry verticals including heavy machinery,
automotive, aerospace, manufacturing, oil & gas, high-tech, telecom, healthcare and financial
services.

Technocraft understand its responsibility to the environment, preventing pollution, conserving
natural resources and taking health care and safety of the people. It committed to meet the
necessary statutory, regulatory and other requirements applicable & strives to deliver the right
product to customers satisfaction.

Technocraft is 1S/ISO 9001 certified organization. The company has identified the
benefits of 1S/1SO 9001 as follows :

e Improved chance of winning contracts: Having IS/ISO 9001 certification the organization
went a long way to helping a business to secure partnerships with both the public and private
sectors. With public sector tenders, certification to IS/ISO 9001 is a strong signal that a business
is well-run and credible, removing the need for extensive due diligence. Similarly, many private
sector organizations have made it a requirement for their suppliers to be certified to 1ISO 9001.
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It signifies that quality is taken seriously and can be relied on in all aspects of the business.

¢ Higher customer satisfaction: One of the most important aspects of the 1SO 9001 standard
is tracking customer satisfaction and responding to any issues raised. Companies that seek and
maintain 1S/ISO 9001 certification prove that they take this issue seriously.

¢ Reduced product or service problems: 1S/ISO 9001 certified businesses are better prepared
to deal with the unexpected. For instance, if a product is not up to expectations, there will be
processes in place that help to ensure that the problem is dealt with efficiently and does not
recur.

e Better management: Appropriate analysis and reporting is a key factor in running a business
well. The 1S/1SO 9001 standard helps businesses to get this right.

e Increased consistency in business practices: Implementing the practices required by the
standard will offer the type of consistency that benefits everyone, including customers. It
ensures that processes within a business are common and understood which helps employees
be clearer on the tasks involved, rather than spending time thinking about what to do or even
making things up.

e Lower costs: Achieving and maintaining certification to 1S/ISO 9001 have led to lower
insurance premiums. This is because insurers recognise that these businesses have appropriate
processes and controls that reduce risks.

e Streamlined business processes: No business wants unnecessary paperwork and yet many
are burdened by precisely that. The discipline inherent in the IS/ISO 9001 standard means that
business processes should be streamlined. Regular reviews mean that processes should not
become flabby.

e Continuous improvement: A good quality management system provides a solid

foundation for improvements to be made year on year.

e Engage employees: Improving your processes doesn’t just improve productivity and
efficiency, but boosts employee motivation too. By replacing bad, or even non-existent,
processes with quality, documented processes, you can create an atmosphere of certainty and
stability. Employees will know what is expected of them and what is expected of the
organization, which results in a more confident, more driven workforce.

e Retain existing customers: It’s easier to retain existing customers than to gain new ones.
Sharing the news that you’ve achieved IS/ISO 9001 certification tells your existing customers
that you’re so committed to quality that you’ve invested in a comprehensive QMS via
accredited certification. On top of that, you’ve invited an independent body to audit your QMS
on a regular basis to ensure it maintains the highest standards.

¢ Boost profits: One of the key benefits of implementing a QMS via 1S/ISO 9001 certification
is that it results in increased efficiency. This doesn’t just create a smoother operation and less
stressed working environment, but it also saves money by eliminating wasted time and resources.
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Not only does this have the benefit of making your organisation more profitable, but it also
releases funds that you can then use to invest in new opportunities that will help your
organisation grow.

e Identify gaps in your processes: Part of the implementation of IS/ISO 9001 includes a gap
analysis to identify areas of improvement in order for your QMS to be implemented smoothly.
An auditor will visit your organisation and review whatever you already have in place and help
you to identify areas that can be improved.

Addressing these areas can improve the efficiency of your organisation. In addition, regular
reviews and internal audits of your organisation will be required to maintain your certification,
which has the benefit of reducing the risk that problems will arise unnecessarily. Together, these
two factors may help to find any weaknesses in your processes and to take steps to keep your
organisation operating at peak efficiency. Risk identification helped us to develop plans to
minimize harmful events before they arise. The objective of this step was to identify all possible
risks that could harm company operations, such as lawsuits, theft, technology breaches,
business downturns.

Proper process control, preventive maintenance with a good system minimised the rejection and
breakdown.

Technocraft Industries (India) Ltd. is holding the IS/ISO 9001 licence from BIS from last 21
years and BIS is a very good friendly organisation and a good teacher. BIS have huge pool of
experienced auditors full of knowledge and we have learned a lot from their auditors who taught
us and guided us.




Page |20

BENEFITS OF IMPLEMENTING
QUALITY MANAGEMENT SYSTEM
STANDARDS IN ORGANIZATION

il

Improved Enhanced Compliance
Customer Operational with
Satisfaction Efficiency Requirements
Continual
improvement

Benefits of implementing Quality Management System (QMS) Standards in Organization

Implementing Quality Management System (QMS) standards in an organization offers a
wide range of benefits that impact both internal operations and external perceptions. Here’s a
breakdown of the key advantages:

1. Improved Customer Satisfaction

« Ensures consistent quality in products/services.

« Focuses on understanding and meeting customer needs.

« Promotes a customer-focused culture.

2. Enhanced Operational Efficiency

« Streamlines processes and reduces waste.

« Establishes clear procedures and responsibilities.

« Improves resource management and time utilization.

3. Continual Improvement

« Encourages a mindset of ongoing enhancement through the PDCA cycle (Plan-Do- Check-
Act).

« Uses data-driven decision-making for refinement.

« Tracks performance via internal audits and management reviews.

4. Compliance with Legal and Regulatory Requirements

« Helps align operations with applicable laws and industry regulations.
« Reduces risk of penalties or non-compliance issues.

5. Better Decision Making

« Promotes evidence-based decisions.
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« Relies on accurate data collection and analysis.
« Enhances risk-based thinking.
6. Increased Stakeholder Trust

« Demonstrates commitment to quality and consistency.
« Improves relationships with clients, partners, suppliers, and investors.

7. Employee Engagement & Clarity

« Improves communication and role clarity.

« Empowers staff through defined responsibilities and training.
« Encourages involvement in improvement initiatives.

8. Access to Global Markets

« Certifications are recognized internationally.
« Easier entry into markets where compliance is a prerequisite.

9. Cost Reductions

o Lowers the cost of rework, recalls, and customer complaints.
« Improves efficiency and minimizes resource wastage.

10. Foundation for Other Management System Standards

« Serves as a base for integrating other Management systems Standards (e.g., ISO 14001
for environment, ISO 45001 for health & safety).




