1. QUALITY – DEFINING  CUSTOMER NEEDS AND SATISFACTION
Quality control represents the sum of certain activities in certain processes in order to create the quality of products, services, processes, resources and businesses.
Quality is a timeless concept. The idea of quality as a goal and business concept is not new. The modern idea of quality that we have today went through three stages of development, with the first being the early American gurus like Deming and Juran. They had a big impact on the way people thought of and defined quality in Japan causing many new ideas. These in turn, influenced managers and philosophers in America, giving birth to many new concepts of quality.
Quality is probably one of the most controversial terms in everyday life. It can be used to state reliability, sometimes referring to something made from special materials, processed a specific way, with a high level of care and great effort. Often, especially in marketing, you can hear the word quality noting sophistication, elegance and sometimes luxury. Some say that quality is whatever we desire, under the condition that we are able to go through with it. Whilst trying to define it we should keep in mind that quality is not an absolute, on the contrary it is relative.
Out of the many meanings of the word quality, two stand out the most:
· Quality referring to the characteristics that fulfill the needs of the consumer, leading to his satisfaction. In this context, the purpose of raising the level of quality is to obtain a higher level of satisfaction of the consumer, and hopefully a greater income, although this is usually tied to increased investments and expenses. In this case quality usually costs more.
· Quality as an absence of defects. If there isn't a need for repairs and servicing, the probability of failure and complaints is decreased. Here the meaning of quality refers to expenses, and a higher level of quality means less expenses.
Our understanding of quality depends on our role in the supply and demand market. According to a study preformed by Clotaire Rapaille, cultural archetypes play a significant role in the shaping of our perception of quality. They state that archetypes are a subconscious way of processing problems and making decisions we face in ordinary life. Researches have discovered significant differences in understanding quality in Germany, France, Japan and America.
Starting from the meaning of quality as a social, economical and technical category in our social-economic and political system, it was necessary to define the basic terms that concern quality, to give a contribution to the unique view of quality as a whole. The successful development of the quality of products requires the cooperation of all of its participants. This is based on pre-defined policies, planning and development of quality. By policies we define general tendencies, and by planning we determine goals for every participant. The complexity of quality requires both a theoretical and practical solving of problems.
There have been many attempts at defining quality, thus giving many different definitions.
Certain criteria are used for this: judgmental (quality is a synonym for superiority), transcendence (standards differfrom individual to individual), product-based criterion (quality as a function of specific measurable characteristics), user-based criterion (quality is defined by how well certain functions can be preformed).
JUS ISO 9000:2000 standards define quality as the level to which the sum of characteristics fulfill demands.
Customers are the ones who make demands. In todav's fast changing market companies need to place the demands of their customers as their highest priority. An American quality manager said "Consumers are statistics. Customers are people." Depending on the industry that we are observing customers have different names. In health care we have patients; clients are a term that is used for clients of law firms...
A customer is anyone who accepts or who is influenced by a certain product or process. Products can be goods and services of profit and nonprofit organizations. Similarly processes can be used to describe a group of activities that are necessary to perform to meet the expectations and needs of customers. There are two basic types of consumers: internal and extemal. Internal customers are people, departments, functions, processes and other elements within an organization. They include everyone who, as part of the business chain, accepts input from other people, departments, functions, processes etc. External customers are those people and organizations who are influenced by a final product, in other words those who buy or consume it. In a wider perspective society as a whole can be categorized as an external customer.
Satisfaction is usually tied to those characteristics for which customers buy products. Unsatisfied customers have complaints due to deficiencies. ISO standards define customer satisfaction as: the opinion of the customer of the level to which his demands have been met. Complaints are an indicator of customers that are unsatisfied, although the lack of complaints doesn’t necessarily mean satisfied customers. Even when we are informed of the customer's demands, and when they are fulfilled, a high level of satisfaction isn't necessary.
There are a large number of products for which customers are not interested, so we can say that they don't cause their satisfaction. At the same time the products may meet the required specifications, so we can't classify them as unsatisfactory. These products leave customers indifferent. For example type writers that are flawlessly constructed, and that meet all the set criteria, standards and specifications, still very rarely gain the affection of customers. This is because they have been irreversib!y replaced by computers.
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2. QUALITY CONTROL
Control quality, in general, is not itself a cause, with designing and applying the model of quality control, achieve better business effects. Because of that it is necessary to study the relationship between quality and marks of other products and elements of doing business.
All the activities and actions connected to quality controi should be performed in a specific organized system, because of which it is necessary to design organized structural quality system. Designing organized structural quality system is bound to define:
· Base elements for work of organized quality systems
· Base rules for work of organized quality systems
· Modality organized quality systems
· Base for designing  organized quality systems  in  compound  business environment and simple business svstem

· Designing organized structural quality system in business environment. 
Quality appears together with first signs of human community. Today, more than ever, in each place (in line of productions, in phase of consuming products, in civic do's and everyday speech) you can hear the word quality. Quality, in broad sense of the word is human everyday need and future sociai development. Starting from the fact that quality is present in everyday life, insists the need for its universal study as a phenomenon. Especially it is important establishing a role and value of all the quality factors that a fact the quality of life and work. Establishing place, role and value of quality is connected too many factors such as: socially-economic and political system, type of product, type of service, development of science and technology, and training new personnel etc. In universal social development quality becomes of high important, so it is necessary to establish its place and role.
Starting from quality value, it came to be familiar with what quality represents - social technology economic category. This perspective of quality enabled the discovery of what quality contributed the welfare of human kind. The complexity meaning of quality work, organizing and production, affects certain areas for measuring and evaluating certain quality parameters. Relationship towards quality brought to development of scientific disciplines as: metrology, quality control, standardization, qualymetry, logistics and reliability theory. Certain quality parameters have important role which brought to new scientific disciptines. For example, reliability, as a quality parameter, was dependable to new scientific disciplines of reliability. This development achieved such proportions that today reliabilitv. is identical as quality, no mother that it is one quality parameter. Establishing quality is very complex, because is not possible to derive to all its characteristics. With measuring it is possible determining some characteristics of quality, but it is free to say it is for small number of characteristics, all other are determined by judging. When we speak of quality phenomenon, it is very important to point to approaches that were made in its examination and development. 
Countries (developed countries by default) adopted quality as one of the most important attrtbutes for their work and development and in struggle for international work divisions. These countries developed a large number of scientific disciplines of quality, methods for measuring, and standardization following certain quality parameters. Some countries (often countries in developed and undeveloped world) give little important to quality, which implicates that quality is something natura! for them. Qua!ity as a very important parameter of deveiopment affects the gap between developed and undeveloped countries go deeper and deeper.
As said before quality represents social, technological and economic category, development, quality controi, fol!owing and quality process guiding, should be in tight correlation with social-economic system. Process quality guiding can not be viewed and developed in different social-economic systems. Although, advantages and achievements of developing methods and techniques can be used one from one another social-economic system. Results from process of quality control production are found on a same way, so when the quality finds itself on a world market, it doesn't mother from which social-economic system it is. In another words, to create quality product and subsequent!y provide quality service, it dictates the development of quality control models, and so using the advantages of one in comparison to other social-economic systems.
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3. WHY STANDARDS MATTER
WHAT IF STANDARDS DID NOT EXIST?
If there were no standards, we would soon notice. Standards make an enormous contribution to most aspects of our lives - although very often, that contribution is invisible. It is when there is an absence of standards that their importance is brought home. For example, as purchasers or users of products, we soon notice when they tum out to be of poor quality, do not fit, are incompatible with equipment we already have, are unreliable or dangerous. When products meet our expectations, we tend to take this for granted. We are usually unaware of the role played by standards in raising levels of quality, safety, reliability, efficiency and interchangeability - as well as in providing such benefits at an economical cost.
ISO (International Organization for Standardization) is the world's largest developer of standards. Although ISO's principal activity is the development of technical standards, ISO standards also have important economic and social repercussions. ISO standards make a positive difference, not just to engineers and manufacturers for whom they solve basic problems in production and distribution, but to society as a whole.
The Intemational Standards which ISO develops are very useful. They are useful to industrial and business organizations of all types, to govemments and other regulatory bodies, to trade officials, to conformity assessment professionals, to suppliers and customers of products and services in both public and private sectors, and, ultimately, to people in general in their roles as consumers and at the end users.
ISO standards contribute to making the development, manufacturing and supply of products and services more efficient, safer and cleaner. They make trade between countries easier and fairer. They provide govemments with a technical base for health, safety and environmental legislation. They aid in transferring technology to developing countries. ISO standards also serve to safeguard consumers, and users in general, of products and services - as well as to make their lives simpler.
When things go well - for example, when systems, machinery and devices work well and safely - then it is because they conform to standards. And the organization responsible for many thousands of the standards which benefit society world wide is ISO.
HOW IT ALL STARTED
Intemational standardization began in the electro technical field: the Intemational Electro technical Commission (IEC) was established in 1906. Pioneering work in other fields was carried out by the Intemational Federation of the National Standardizing Associations (ISA), which was set up in 1926. The emphasis within ISA was laid heavily on mechanical engineering. ISA's activities came to an end in 1942. 

In 1946, delegates from 25 countries met in London and decided to create a new international organization, of which the object would be "to facilitate the international coordination and unification of industrial standards". The new organization, ISO, officially began operations on 23 Februarv 1947.
WHAT MAKES ISO 9000 AND ISO 14000 SO SPECIAL
The ISO 9000 and ISO 14000 families are among ISO's most widely known standards ever. ISO 9000 has become an intemational reference for quality requirements in business to business dealings, and ISO 14000 looks set to achieve at least as much, if not more, in helping organizations to meet their environmental challenges.
The vast majority of ISO standards are highly specific to a particular product, material, or process. However, the standards that have eamed the ISO 9000 and ISO 14000 families a worldwide reputation are known as "generic management system standards". "Generic" means that the same standards can be applied to any organization, large or small, whatever its product - including whether its "product" is actually a service - in any sector of activity, and whether it is a business enteiprise, a public administration, or a govemment department. "Management system" refers to what the organization does to manage its processes, or activities.
The ISO 9000 family is primarily concemed with "quality management". This means what the organization does to fulfill:
· the customer's quality requirements, and

· applicable regulatory requirements, while aiming to

· enhance customer satisfaction, and

· achieve continual improvement of its performance in pursuit of these objectives.

The ISO 14000 family is primarily concemed with "environmental management".
This means what the organization does to:
· minimize  harmful  effects  on  the  environment  caused  by  its  activities,  and  to
· achieve continual improvement of its environmental performance.
The vast majority of ISO standards are highly specific to a particular product, material, or process. However, the standards that have eamed the ISO 9000 and ISO 14000 families a worldwide reputation are known as "generic management system standards".
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4. ZERO DEFECTS
"Zero Defects" is a notional quality standard developed by Phil Crosby. Although applicable to any type of enterprise, it has been primarily adopted within industry supply chains wherever large volumes of components are being purchased (common items such as nuts and bolts are good examples).
Zero Defects is a way of thinking and doing that reinforces the notion that defects are not acceptable, and that everyone should "do things right the first time". The idea here is that with a philosophy of zero defects, you can increase profits both by eliminating the cost of failure and increasing revenues through increased customer satisfaction. "Zero defects" is referred to as a philosophy, a mentality or a movement. It's not a.program, nor does it have distinct steps to follow or rules to abide by. This is perhaps why zero defects can be so effective, because it means it's adaptable to any situation, business, profession or industry.
The principles of the methodology are four-fold:
· Quality is conformance to requirements.
· Defect prevention is preferable to quality inspection and correction.

· Zero Defects is the quality standard.

· Quality is measured in monetary terms - the Price of Nonconformance (PONC).

Every product or service has a requirement: a description of what the customer needs. When a particular product meets that requirement, it has achieved quality, provided that the requirement accurately describes what the enterprise and the customer actually need. This technical sense should not be confused with more common usages that indicate weight or goodness or precious materials or some absolutely idealized standard. In common practice, an inexpensive disposable pen is a lower-quality item than a gold-plated fountain pen. In the technical sense of Zero Defects, the inexpensive disposable pen is a quality product if it meets requirements: it writes, does not skip nor clog under normal use, and lasts the time specified.
The second principle is based on the observation that it is nearly always less troublesome but more certain and less expensive to prevent defects than to discover and correct them.
The third is based on the normative nature of requirements: if a requirement expresses what is genuinely needed, then any unit that does not meet requirements will not satisfy the need and is no good. If units that do not meet requirements actually do satisfy the need, then the requirement should be changed to reflect reality.
The fourth principle is key to the methodology. Phil Crosby believes that every defect represents a cost, which is often hidden. These costs include inspection time, rework, wasted material and labor, lost revenue and the cost of customer dissatisfaction. When properly identified and accounted for, the magnitude of these costs can be made apparent, which has three advantages. First, it provides a cost-justification for steps to improve quality. The title of the book, "Quality is free," expresses the belief that improvements in quality will return savings more than equal to the costs. 
Second, it provides a way to measure progress, which is essential to maintaining management commitment and to rewarding employees. Third, by making the goal measurable, actions can be made concrete and decisions can be made on the basis of relative return.
During the 1990s, large companies in the automotive industrv tried to cut costs by reducing their quality inspection processes and demanding that their suppliers dramatically improve the quality of their supplies. This eventually resulted in demands for the "Zero Defects" standard.
Criticism of "Zero Defects" frequently centers around allegations of extreme cost in meeting the standard. Proponents say that it is an entirely reachable ideal and that claims of extreme cost result from misapplication of the principles. Technical author David Salsburg claims that W. Edwards Deming was critical of this approach and terms it a fad.
Zero defects is a standard. It is a measure against which any system, process, action, or outcome can be analyzed. When zero defects is the goal, every aspect of the business is subject to scrutiny in terms of whether it measures up.
There are no step-by-step instructions for achieving zero defects, and there is no magic combination of elements that will result in them. There are, however, some guidelines and techniques to use when you decide you are ready to embrace the zero defects concept.
Management must commit to zero defects. Zero defects requires a top down approach: The best-intentioned employees cannot provide zero defects if they are not given the tools to do so.
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