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THE BIG QUESTION

What is the main purpose of the quality
section?

What is our strategic mission?

STRATEGIC MISSION OF THE QUALITY SECTION
OF PetroSA

The strategic mission of the Quality function of PetroSA
Is to ensure the implementation and maintenance of a
management _ culture  that complies  with  the
international ISO 9001 standard. This must ensure
internal and external customer satisfaction, continual
improvement of product and service delivery, and
reduction of non-conformances and costs. Overall this
must contribute to competitive advantage in our
industry.
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PROCESS VERSUS SYSTEM APPROACH

PROCESS APPROACH - focussing on detalil
- Focus on a specific process

Focus on a specific procedure

Search for non-conformances

The lower in the organization the better

Focus on implementation on floor level

SYSTEM APPROACH - focussing on the big picture
- Focus on a system of processes

- Focus on the ISO 9001 code not procedures

- Focus on compliance with ISO 9001
requirements

- Focus on implementation on management level
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The Road less travelled

Two roads diverged in a yellow wood
And sorry | could not travel both

And be one traveller, long | stood

And looked down one as far as | could
To where it bent in the undergrowth.
Then took the other just as fair,

And having perhaps the better claim,
Because it was grassy and wanted weatr;
Though as for that, the passing there
Had worn them really about the same
And both, that morning equally lay

In leaves no step had trodden black.
O | kept the first for another day!

Yet knowing how way leads on to way,
| doubted if | should ever come back

| shall be telling this with a sigh
Somewhere ages and ages hence:
Two roads diverged in a wood and | —
| took the one less travelled by,

And that has made all the difference
ROBERT FROST
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FOCUSSING ON THE BIG PICTURE

STRATEGY

» Top down not bottom up
- Every division

- Every department

« Small business approach
- Whole code for every department

- Focus on implementation of code
requirements

 Divisional management involvement
- Divisional ISO 9001 score report

- 10 Criteria for scoring
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THE TEN CRITERIA FOR SCORING

Process Analysis

Departmental Quality file
Documentation updated & listed
Records in place

Evidence of Leadership

Alignment Of Requirements (AOR)
Internal Customer Rating (CR)

Quality Objectives

© ©o N o g bk~ 0 DdhPE

Follow-up of findings & Incidents

10.Key variables measured & analysed.
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The process analysis is a document that analyzes a

Criteria 1: Process Analysis

The auditor must understand the process or processes.

A template for a process analysis was developed.

Every manager must complete a process analysis.

PROCESS ANALYSIS

or cluster of processes regarding the following:

1.Suppliers

3.Realization
Processes

— 2.Input

L¥

process

4 .Output

—{ 5 Customers

J’

—

6. Variables for measurement

Key Input Variables (KIV’s):

 Measurements regarding suppliers and inputs

Key Process Variables (KPV's):

* Measurements regarding the realization processes.

Key Output Variables (KOV'’s):

* Measurements regarding the outputs (specifications and

customer,satisfaction)
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THE PROCESS APPROACH OF THE ISO 9001:2008 QUALITY M ANAGEMENT SYSTEM

1.Planning - schedules & Q objectives DEPT
2.0rganizing - Organogram PROCESS:
3.Leadership - Q awareness; self assessment, communication HOD
4.Control - Data & charts, self-audit - Incident reporting Section mngr|
5.Continual improvement Unit/wkshop mngr|

People: Identify training needs of people; ensure people are trained and competent

Agree requirements and Identify records to be Identify procedures, work Identify records to be kept Agree requirements
specs (AOR - Alignment kept practices, instructions and and specs (AOR -
Of Requirements). records that must be in place Alignm "ﬁt Of

Requi nts).

>

i) S

Vendors/Suppliers nput/ Consumables Realization Proc esses Output/ Pr\(/);:ill:(;[)s (Added Customers/Users

The people who supply Material & data that All the activities/the work that Material & data that has been The people who
data and material that is will be transformed must be done to produce the transformed into outputs / receive and use the
necessary for the into an output output. E.g. Strip valve, repair products; e.g. reports, output
production of the output & assemble services, repaired valves, etc.

1 1 1 1

2 2 2 2

3 3 3 3

4 4 4 4

5 5 5 5

6 6 6 6

Identify KIV's Identify KPV's Identify KOV's
Key Input variables to measure Quality, Cost, Delivery Key Process Variables that will Key Output variables to measure conformance to
time give timeous warning if the requirements/ specifications. Measure Customer
process gives problems. Satisfaction with a Customer Rating (CR)

KEY INPUT VARIABLES (KIV'S) KEY PROCESS VARIABLES KEY OUTPUTPUT VARIABLES (KOV'S)

1 1 1 1
2 2 2 2
3 3 3 3
4 4 4 4
5 5 5 5
6 6 6 6
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Criteria 2: Quality File

* Every manager must have a Quality File.
» The contents of the file must cover the above 10 po ints.

» The objective is not to file the evidence inthe fi  le but to
reference the evidence in the file.

A file (paper/electronic) containing information where the necessary evidence as required by
the 1SO 9001 code, is kept. Some of the evidence or examples of the evidence can be kept
in the file. It is not necessary to keep all the evidence in the file.

Templates and examples can be found in the Quality folder on the G drive

Path G\Depart\Quality\l SO9001\
SECTION 01: QUALITY SYSTEM & PROCESSES 48&7 5 |QF1IA1
SECTION 02: PROCESS DOCUMENTATION 4&7 8 |orz2ia1
SECTION 03: MANAGEMENT COMMITMENT 5 11 |OF3IA1
SECTION 04: ALIGNMENT OF REQUIREMENTS (AOR) 5&7 13 F4!A1
SECTION 05: CUSTOMER SATISFACTION RATING (CR) 5&8 16 |[QF5IA1
SECTION 06: OBJECTIVES & PLANNING 5&7 19 |QF6IA1
SECTION 07: RESOURCES 6 21 |QF7IA1
SECTION 08: PRODUCT REALIZATION 7 22 |QF8IAl
SECTION 09: AUDITING & REPORTS 8 23 |QF9IA1
SECTION 10: MEASUREMENT & ANALYSIS OF DATA 8 27 |QF101A1
SECTION 11: NONCONFORMANCE MANAGEMENT | 8 30 |QF11A1
(Incident system) 8 31 IncLink! A1
The Process Approach to Auditing 8 33 [Audit!Al
Management time & 20 critical issues 8 34 |[TimelAl
SECTION 00 Implementation d-dates 5 35 |Schedule!Al
ISO 9001:2000 CHECKLIST 8 36 |ChkistlA1
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Criteria 3: Procedures updated & listed

PROCEDURE DATE NEXT DATE
NUMBER APPROVED
1 |TRAVEL MANAGEMENT COR/OPA/PRIOLT 14-Sep-04 14-Sep-07
> |TRAVEL RELATED EXPENSE CLAIM (TM03) PR/FEA/DEB/O0O/ELO 30-Dec-02
3 [sMOKING POLICY SD/MSH/ENV/ENV/001 13-Jul-04 13-Jul-07
4  |MANAGEMENT OF CHANGE AUTHORISATION PROCEDURE PR/MRE/MER/GEN/020 30-Dec-02
. |PETROSAMANUFACTURING & ENVIRONMENT MANAGEMENT  [PR/MSH/ENV/ENV/001 25-Feb-07
26-Feb-04
6 |APPROVAL OF NON-CONFORMING PRODUCT ON W AIVER COM/PR/PDD/001 16-Mar-09
7 |VERIFICATION AND CALIBRATION F INSTRUMENTS PR/MTS/LAB/GEN/019 18-Feb-04 17-Feb-07
8 |EMPLOYEE ASSISTANCE PROGRAMME SD/MSH/HLT/HLT/002 12-Jan-04 11-Jan-07
9 |[INCIDENT RECALL WI/MSH/SAF/GEN/012 14-Jan-04 13-Jan-07
10 |SHE OBJECTIVES AND TARGETS WI/MSH/SAF/GEN/013 01-Mar-04 01-Mar-07
11 |SUGGESTION SCHEME WI/MSH/SAF/GEN/027 01-Mar-04 01-Mar-07
12 |SAFETY TRAINING WI/MSH/SAF/GEN/029 01-Mar-04 01-Mar-07
13 [SHEQ INCIDENT RECORDS WI/MSH/SAF/SAF/013 16-Feb-04 15-Feb-07
14 [INTERNAL INCIDENT INVESTIGATION WI/MSH/SAF/SAF/014 18-Mar-04 18-Mar-07
15 |ANNUAL REPORT WI/MSH/SAF/SAF/027 01-Mar-04 01-Mar-07
16 |INTERNAL AUDITS & INSPECTIONS WI/MSH/SAF/SAF/028 01-Mar-04 01-Mar-07
17 |[IMPLEMENTATION STRATEGY OF ISO 9001 QUAL ST/MSH/QAL/QAL/001 03-Mar-06 02-Mar-09
18 |[RECORDS MANAGEMENT COR/OPA/PR/004 05-Aug-04 05-Aug-07
1o |MANAGEMENT AND CONTROL OF POLICIES AND PROCEDURES [LEG/PR/CSS/001
20-Jun-07
20 |INCIDENT MANAGEMENT SYSTEM PR OAL/QAL/OO 30-Dec-02
21 |INTERNAL QUALITY AUDIT QAL/PR/COR/001 09-Oct-07 08-Oct-10
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Criteria 4: Records of training & Conformance

\[e} Record required Clauses JRENs
1 |Management reviews 5.6.1 Quality manager
Education, training, skills and experience 6.2.2 (e) |[Human Resources,
5 This includes needs analysis an training Skills, Al process
schedule managers
Portfolios's of Evidence (POE's)
Evidence that the realisation processes and| 7.1 (d) |All processowners
resulting product fulfil requirements
3 Customer Rating
Certf of Quality
Results of the review of requirements relating to| 7.2.2  |All process owners
the product and actions arising from the review
4 |customer Rating; Measurement of key output
variables (KOV's); Customer complaints
5 |Design and development inputs 7.3.2 |Projects & Design
6 Results of design and development reviews and| 7.3.4 [|Projects & Design
any necessary actions
7 Results of design and development verification| 7.3.5 [Projects & Design
and any necessary actions
8 Results of desigh and development validation and 7.3.6 |Projects & Design
any necessary actions
Results of the review of design and development| 7.3.7 |Projects & Design
9 changes and any necessary actions
Results of supplier evaluations and actions arising 7.4.1 |Purchasing
10 from the evaluations
1 The unique identification of the product, where| 7.5.3 |All process owners

traceability is a requirement
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Criteria 5: Evidence of

MANAGEMENT COMMITMENT - Clause
5
Leadership
- TQM Team topics discussed

- Evidence of regular team meetings

- Ethical issues (PetroSA values) discussed
and promoted.

- Incident follow-up done

Leadership

RESPONSIBILITY

Process/Cluster manager

The aim of management,

EVIDENCE
Minutes of Team meetings

management’s job, is to
enable everybody to enjoy
his/her work. The prime
requirement for achievement

Team building sessions

of any aim, including quality,

Performance contracts in place

IS joy in work

Training & coaching plans.

(William Edwards Deming).

Schedules for realization of the
output.

Incident follow-up
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A folder for @:ﬁ]]mmm
each one of

the 10

[ORIEAMIMEEUNYS
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Leadership counts



Criteria 6: Alignment of Requirements

1. PERCEPTIONS OF QUALITY

The team is committed to:

1.
2.
3,
.
5,
6.
7.
8.
9,
10,
2. REQUIREMENTS FOR USERS
1.
2.
3.
4.
5.
6.
7.
8.
9.

3. REQUIREMENTS FOR SUPPLIERS

REQUIREMENT SUPPLIER

©O|® NI |01 AW IN =
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CUSTOMER SATISFACTION

MONITOR

8.2.1
The org shall monitor:
information relating to custom

The org shall determine:
a) Customer requirements
b) Necessary requirement

IMPROVE

3.5. The org shall determine and
The org shall continually improve implement effective -
the effectiveness of the quality ar.rangements for communicating
management system (QMS) through with customers re:

the use of ...analysis of a) Product info

ii‘i ii“iil“li “i Ili“ii‘i‘“li b) Enquiries, contracts or order




Criteria 7: Customer Rating & improvement

PetroSA INTERNAL CUSTOMER RATING PLEASE RETURN THIS FORM TO:
DENISE MULLER

THE QUALITY DIVISION

The following commitment statements have been BEFORE OR ON: 2002/12/09

selected by the team mentioned below. This is
what they consider as fair and reasonable.

Your rating will enable them to improve Please use the following rating scale
their services. 1| 2] 3[4]s]6]7[8] 9]10
Disagree Not sure Agree
DIVISION: Manufacturing totally To some extent totally
MANAGER: H.Nel Indicate with a 0 if the statement is
SERVICE: Fabrication Workshop not applicable to you
COMMITMENT STATEMENTS \\ R

The equipment is suitable.

The equipment is always available.

The equipment is correct.

Services are available as agreed upon.

Services delivered are complete and agreed upon.

Timeous feedback is given regarding service problems.

Jobs are prioritised as agreed upon.

Feedback is given regarding service progress as agreed upon.

Professional technical advice is given.

Problem solving is effective.

The service conforms to requirements/ specifications.

Equipment not damaged during installation or removal.

Supply cost effective services.

The service can be improved by:
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TEAM SATISFACTION RATING

DIVISION
MANAGER
DATE
RATING SCALE
1-2 3-4 5-6 7-8 9-10
Not at all Very little To some Very much Absolutely
extent
1. | | am satisfied with the resources to do my job
2. | l am adequately trained to do my job
3. [ I know all the procedures applicable to my job
4. | I know how to get the latest version of the procedures on the
SAP system.
5. | We have aligned the requirements of our users with our
restraints.
6. |l understand the needs of the users of our team (those
receiving our service/product)
7. | 1 know the quality requirements for my job.
8. |1 know the key variables of our process.
9. [ I have a list of the key variables of my output.

10. | We measure the key variables as a team.

11. | | am satisfied with the authority | have to do my job

12. | | am satisfied with my responsibilities

13.| I understand how my objectives contriti*_ o those of the
company

14. | | am satisfied with my objectives

15. | My objectives were mutually agreed upcnrin v

16. | | am satisfied with the recognition | get. ' , b !

17. | | am satisfied with the recognition we get as a team.

18. | We have a clear vision as a team of what we are aiming at

19. | | am satisfied with the frequency of our team meetings

20. | We get the information we need at our team meetings.

21. | Ethical issues get enough attention at our team meetings.

22. | Our team is open and honest, no hidden agendas.

23. | Improvement suggestions get enough attention in our team

24. | Multi-skilling gets enough attention in our team

25. | | feel empowered enough to do my job

26. | | am satsfied with the communication in our team. '
27. | | can use (enter) the incident system to report an incident

28. | We strive to remove barriers between us and other teams

29. | | am trained satisfactorily to use my PC and software

30. | | am satisfied with-my work environment
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CUSTOMER RATING

Manufgct

DEPARTMENT
RESPONSIBLE H
SERVICE F
DATE

op

21-Feb-03

The perception statements are sorted from the lowes

A low average indicates disagreement with the state ~ ment

A low Coefficient of Variation (CV) indicates clust

The higher the CV the wider the spread (and disagre  ement).

The average of the averages (indicated below) can b

t average to the highest.
ering of the data (agreement).

e considered as the average quality score

| | 7.66] = The Service/Product Average Quality Score (S/P AQS)

NO AVG STDEV| CV [|PERCEPTIONSTATEMENTS
P13 6.50 1.91 0.29]|Supply cost effective services.
P6 6.80 3.27 0.48]|Timeous feedback is given regarding service problems.
P8 7.00 2.65 0.38|Feedback is given regarding service progress as agreed upon.
P9 7.25 0.50 0.07|Professional technical advice is given.
P4 7.40 1.52 0.20]Services are available as agreed upon.
P12 7.80 1.10 0.14|{Equipment not damaged during installation or removal.
P5 8.00 0.71 0.09Services delivered are complete and agreed upon.
P1 8.00 0.00 0.00{The equipment is suitable.
P7 8.00 0.00 0.00]Jobs are prioritised as agreed upon.
P10 8.00 0.00 0.00{Problem solving is effective.
P11 8.20 0.45 0.05[The service conforms to requirements/ specifications.
P2 8.33 0.58 0.07|The equipment is always available.
P3 8.33 0.58 0.07]|The equipment is correct.
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HISTOGRAMS

1 The equipment is suitable. REV 02
Bin ‘requency
0 78 35
1 0 3 AVG 8.0
2 0 25 STDEV 0.0
3 0 CV 0.0
4 0 2 1-5 0%
5 0 1.5 6-7 0%
6 0 1 8-10 100%
7 0
8 3 05 1] [ 10
9 0 0+ t t t ¢ ¢ t Disagree Agree
10 0 1 2 3 4 5 6 7 8 9 10 totally totally
More 0
n= 3
2 The equipment is always available.
Bin ‘requency
0 78 25T
1 0 51 AVG 8.3
2 0 STDEV 0.6
3 0 15+ Ccv 0.1
4 0 1-5 0%
5 0 1+ 6-7 0%
6 0 8-10 100%
7 0 05+
8 2 1] [ 10
9 1 0 t t t t t Disagree Agree
10 0 1 2 3 4 5 6 v 8 9 10 totally totally
More 0
n= 3
3 The equipment is correct.
Bin_‘requency 25
0 78
1 0 2 AVG 8.3
2 0 STDEV 0.6
3 0 15 CV 0.1
4 0 1-5 0%
5 0 1 6-7 0%
6 0 8-10 100%
7 0 05
8 2 0+ t t t ¢ ¢ 1 I l 10
9 1 Disagree Agree
10 0 ! 2 3 4 s 6 ! 8 8 1w totally totally|
More 0
n= 3
4 Services are available as agreed upon.
Bin ‘requency
0 76
1 0 25 AVG 7.4]
2 0 2 STDEV 1.5
3 0 CV 0.2
4 0 15 1-5 20%
5 1 1 6-7 20%
6 0 8-10 60%
7 1 0.5 1 I 10
8 2 0 Disagree Agree
9 1 I 1 2 3 4 5 6 7 8 9 10 totally totally]
10 0
More 0
n= 5




Criteria 8: Quality Objectives

Quality Objectives.
Customer satisfaction

4 3 2 1
5
As per 4 and action As per 3 and AOR & CR. AOR but No AOR &
proven to increase improvement Rating > no CR CR
customer satisfaction action in place | 70%

ISO 9001 implementation (Internal audit score based

upon 10 areas)

4 3 2 1
5
100% >90% and alll > < 50% No internal
+ process docs applicable 80% (score given | audit done
updated. process doc'’s by Quality by Quality
+ Proven process updated (< 4 section) section
improvement actions years)
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Criteria 9: Follow-up of Findings & Incidents

* All previous audit findings must be closed-out.
 All company incidents reported on Incident system

* Incidents older than 10 days closed ouit.
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Criteria 10: Key Variables Measured & Analysed

THE PROCESS APPROACH OF THE I1SO 9001:2000 QUALITY M ANAGEMENT SYSTEM

1 GM Level 2
2 HOD Level 3
3 Section Mngr Level 4
4 - Sup Level 5

o <,

1 2
Vendors/Suppliers nput/ Consumables Realization Proc esses

4 -5
Output/ Products
(Added value) Customers/Users

1 1 1 1 1
2 2 2 2 2
3 3 3 3 3
4 4 4 4 4
5 5 5 5 5
6 6 6 6 6
7 7 7 7 7
8 8 8 8 8
9 9 9 9 9
10 10 10 10 10
= _/ - J N\ 4
" Y 'l
Key Input Variables (KIV'S)
1 1 1 1 1
2 2 2 2 2
3 3 3 3 3
4 4 4 4 4
IS = I3 I3 I3 P
Variable Measured KIV KPV KOV WMethod
1
2
3
4
5
6
7
8
9
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KEY PROCESS VARIABLES

*+ 4+

> S _»'(!&'!

%
% !

The Petroleum Oil and Gas Corporation of South Afri  ca (Pty) Ltd Reg. No. 1970/008130/07



CONFORMANCE TO SCHEDULE

3
g ElRE
o 2 ? G| &
I > S A <| S| ANALYSIS
1|xx1 01-Oct-02| 02-Oct-02| -1| [On time 0f2
2[xx2 02-Oct-02]02-Oct-02] 0] [Late <0l 4
3[xx3 03-Oct-02|05-Oct-02] -2| [Early >0[ 3
4{xx4 04-Oct-02|03-Oct-02| 1
5[xx5 05-Oct-02| 06-Oct-02| -1 ANALYSIS OF DATA
6[xx6 06-Oct-02|06-Oct-02[ 0]| ®
7[xx7 07-Oct-02| 05-Oct-02| 2]| *
8[xx8 08-Oct-02][06-Oct-02] 2| | 3
9xx9 09-Oct-02] 10-Oct-02] -1]| 2
10 z
11 On time Late Early
12
13
14
15 CONFORMANCE TO SCHEDULE
16
17 2002/
18
19
20 2002/10/08
21
22 2002/10/07
23
24
25 200213
' 2n ) _h: J ‘ ‘ ' lJ
J \ l.] | ; ljﬂ :Jf
J o % 2002/10/04
31
32
33
34
35 2002/10/02
36
37
38 2002/
39 | ]
40 . -4 -2 0 2
41




SCORING 10 CRITERIA

WEIGHTING & SCORING OF CRITERIA

No 0 1 2 3 4 5
Compliance 0% 20% 30% 50% 75% 100%
Nr ISO 9001 CRITICAL ASPECT Weight Total Comments
1 |Process Analysis done 4 0.5 2
2 |Quality File in place 4 0.5 2
3 |Procedures updated & listed 3 2 6
4 |Records of Training & conformance 5 1 5
5 |Evidence of leadership 4 0.5 2
6 |AOR: Alignment Of Requirements done | 3 0.5 1.5
7 |CR: Customer Rating & improvement 3 1 3
8 |Quality objectives in place 2 0.5 1 |[Seealso 3.1
9 |Follow-up of findings & incidents 5 2 10
10 |Key variables measured & analysed. 4 1.5 6

Possible total (100%) 38.5

77.00%
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Scoring of audits

1 |Process Analysis done 1.5 1 2.5
2 |Quality File in place 1.5 1 2
3 |Procedures updated & listed 10 0 8
4 |Records of Training & conformance 4 5 3
5 |Evidence of leadership 2.5 2.5 1.5
6 |AOR: Alignment Of Requirements done 2 2.5 0
7 |CR: Customer Rating & improvement 5 3 3
8 |Quality objectives in place 2 2 0
9 ilents 10 0 8
10 ~andlysed. 6 15 4.5
44.5 18.5 32.5 95.5
50 40 50
89.00% | 46.25% | 65.00% [EISWARZ
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Company score

1 2 3 4 S 6 7 8
- o\ ™ < Tol © N~ 0
c c c c c c c c
2 9 9 i) i) 2 i) 9
82 52 52 R R 8 R 8
= = = = = = = =
@] Q Q (@) (@) Q @) Q
CRIERE Links o sages - (ORCEONPIn@Str]FinancdHuman/NV-MidNV-Up|Opertns[TSLIAT|  cia
Process Analysis done 5 5 5 2.5 7.5 5 0.5 5 35.5
Quality File in place 4.5 5 5 2.5 5 5 5 5 37
Procedures updated & listed 18 16 16 12 10 16 16 16 120
Records of Training & conformance 12 10 12 11 10 12 9 12 88
Evidence of leadership 6.5 4.5 6.5 5 2.5 6.5 3 6.5 41
AOR: Alignment Of Requirements done 4.5 4 4.5 2.5 5 4.5 5 4.5 34.5
CR: Customer Rating & improvement 11 11 11 11 5 11 6 11 77 ‘
Quality objectives in place 4 3.5 4 7.5 7.5 2.5 7.5 -:- 36.5 |
Follow-up of findings & incidents 18 10 10 10 10 10 10 10
Key variables measured & analysed. 12 15 15 21 22.5 15 7.5 15
Total 95.5 84 89 85 85 87.5 69.5 85 680.5
140 140 150 140 140 140 130 120 1100
68.21% | 60.00% | 59.33% | 60.71% [ 60.71% | 62.50%| 53.46% | 70.83% [EENK:{L)
£0.00% -
70 C0% H
60.00% - H H R
50.00% -
40.00% -
30.00% -
20.00% -
10.00% -
0.00%
Division 1 Division 2 Division 3 Division 4 Division 5 Division 6 Division 7 Division 8
mSeriesl| 68.21% 60.00% 59.33% 60.71% 60.71% 62.50% 53.46% 70.83%
| No. 1970/008130/07




BENEFITS OF SCORING AUDITS

Management Review meeting

Possible to quantify the status of the system

For each department,
For the business as a whole.

A red flag can be raised timeously in a division if audit results are poor in
most departments of the division.

At the management review meetings divisional managers must now
explain the results achieved by their departmental managers.

Enforces management commitment
Puts quality on the team agenda.

Readiness for certification.

Before scoring audits managers paid very low attention to the audit
reports.

Summarizing results were difficult.
Scoring of audits changed the reaction of management changed.

Managers are jealous of high scores achieved by others and is setting
objectives for themselves.

Competition between departments to get almost perfect scores
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