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In this issue: -

I hope you will find the Quality Assurance Newsletter a welcome addition
to your Inbox. The Quality Assurance
Office strives to make the content of
the newsletter packed with useful
information on all quality related issues.
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To get in touch, email:
clincoln@northlink.co.za or quality@northlink.co.za

 Some tips to Go Green at Work

“Improvement of education, and the management of education, require application of the
same principles that must be used for the improvement of any process, manufacturing or
service”.
Deming, 1994

Page 3
 Who is responsible for Quality?

Page 4
 Health and Safety Talk—40

Important dates for 2014
Quality Management
Review Meeting - 2014
Dates

19 March
23 April
21 May
25 June
23 July
13 August
17 September
22 October
26 November

2014 Audit Programme
January—Registration Audits
March—Campus Internal Audits
April — Process Reviews / Portfolio Audits
May—Programme Audits (Engineering Campuses)
July—Programme Audits (Business Campuses)
August—SABS Audit (20 and 21 Aug)
September—Quality Manual Review
Oct—Programme Audits
Nov—Campus Readiness 2015
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Please let me know what you think of the QA Newsletter, your ideas or features you would like
to see in future editions. To get in touch, e-mail clincoln@northlink.co.za

10 Tips for providing good
customer service
How our students feel about us is important. Keeping in mind that they keep us in

business, customer service should be a major priority in our day-to-day activities.
Below is a few tips to ensure we treat our customers well.
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Access to QMS:
QMS (Quality Management
System) can be accessed
via the following internet
address
qms.northlink.co.za
Contact:
Chantal Lincoln at the
Quality Division:

1.
Respond to queries as soon as possible
Promptness is very important, especially when a customer is requesting something
(or enquiring about something) that is time-sensitive. To delay a response to a customer (student/parent/industry) via e-mail or phone call only aggravate the customer,
so why not do it as soon as possible? Even if you cannot give them an answer immediately, at least acknowledge that you received their request and supply them
with a timeline of when you will be able to attend to their request and when it will be
completed.

2.
Keep customers informed and updated
No matter what the situation, always keep your customers informed about matters
affecting them.
3.
Go the extra mile
To keep your customers truly happy and satisfied, you must be willing to go the extra
mile. They always have the option to go to another College but they chose your
College

clincoln@northlink.co.za or
Quality @northlink.co.za
Tel: 021 970 9044
Ext 9044

If you experience difficulty accessing QMS, please contact
the IT technician on your campus.

4.
Fix your mistakes
A quick and sure way to lose a customer is not admitting you are at fault and not
fixing your mistakes. You should always strive for a high-quality output. This shows
that you have a high level of standards in your organization.
5.
Listen to your customers
It is important to listen to what your customers are communicating to you. Understand what they are saying and, if needed, ask for clarification.
6.
Keep your promises
If you say you are going to do something, make sure you do it. This is part of being
a professional. If you need more time on something, let your customers know as
soon as possible. To honour your commitments is very important.
7.
Don’t confuse customers with jargon
When explaining something to a customer, do not use jargon that the customer is
not familiar with. This will just cause unnecessary frustration.
8.
Be patient
It is important to maintain professionalism at all times. Never yell at your customers.
9.
Know everything you need to know
Make sure you know everything that you are supposed to know. Keep yourself upto-date with new developments in your profession.
10.
Put yourself in their shoes
Ask yourself if it was you being treated in a certain way, would you be happy or satisfied? If yes, you are doing a good job.

Some tips to Go Green at Work


Reduce or eliminate the usage of paper. Print on both sides of the paper. Where possible, reduce 2
pages to A5 to fit on an A4 page .




Increase other efforts to recycle glass, plastic and aluminum.






Turn off all electrical appliances (computers, printers, lights, etc.) when not in use.



Conserve your computer’s energy. Set the computer to sleep mode when you are away from your
desk for short periods of time.

Opt for natural light where possible. Artificial lighting accounts for approximately 40% of the electricity
usage in office buildings.
Use natural ventilation instead of air conditioning.
Turn off lights when you leave offices, classrooms or meeting rooms.
Use digital storage solutions (electronic copies) to reduce paper usage. A 100 MB storage device can
store the contents of a four-drawer cabinet.
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Who is responsible for quality?
In a lot of organizations, employees always ask “who is responsible for quality?” The aim of this article is to determine whether the phrase “quality is
the responsibility of the quality department” reflects a healthy perspective of
quality management. In order to understand whose responsibility it is, it is
important to define the difference between responsibility and accountability.
Responsibility can be defined as “a duty or obligation to satisfactorily perform a task that one must fulfill which has a consequence or penalty for failure”. (Business Directory) Accountability is “the obligation of an individual
organization to account for its activities, accept responsibility for them and to disclose the results in
a transparent manner”. (Business Directory)

Background
Total Quality Management is an approach that seeks to improve quality and performance which will meet and exceed customer expectations. This can be successfully achieved by integrating quality functions and processes throughout an organization, making everyone
responsible for quality. The two major forces that had an influence on quality were the Japanese Revolution and the prominence of product quality in the public mind. (Department of Trade and Industry)
Post World War II, the Japanese started a rapid industrialization. However, there was a lack of effective management skills. To improve their international market share the Japanese took steps, with the help of quality gurus such as Deming, Juran and Feigenbaum,
to improve their quality. These included:





Upper managers personally took charge of leading the revolution (commitment of top management)
All levels and functions received training in the quality disciplines (making everyone responsible for quality)
:Quality projects were undertaken on a continuing basis (Continuous Improvement) (Gryna, Chua and DeFeo, 2007:10)

Quality is the responsibility of everyone in the organization
As quoted by Deming, “Quality is everyone’s responsibility” (Amazon.com). Many research papers support this idea that everyone
should be responsible for quality simply because quality should be integrated throughout all levels of the organization. According to
Hammontree (2011:1) you can improve your end results by implementing practices of quality assurance in all aspects of your business
and making sure that everyone takes responsibility for quality in their work. Working together as a team towards improving quality produces better results.
It does not matter what position you hold in an organization, the same principles of quality apply to everyone. Chowdhury indicated (no
date:1) “Having a quality mindset—being honest, having integrity and resisting compromise at all costs, is the basis for starting, fostering and ensuring long-term success both individually and collectively.”
The same as safety, quality is in the hands of everyone. We all understand that the safety department (or person) cannot control safety
alone. We all are responsible for both quality and safety with our decisions, behaviour and work. A quality department cannot, on its
own control quality. The quality department can give people information (data from surveys, audit results, etc.) to understand the voice
of the customer. Ultimately, the output of quality is primarily the results of all people in the organization.
In order for organizations to adopt the concept of “quality is the responsibility of everyone” as a perspective, certain processes,
measures, tools and mindsets need to be in place. These can include:

Employee involvement is a good way to improve quality and make employees own quality outcomes.

Top management need to take ultimate responsibility for quality and show commitment to driving quality.

The necessary tools, processes and support need to be in place in order for staff to positively influence quality outcomes.

The quality department needs to constantly drive quality to ensure all employees feel responsible for quality outcome in their
work areas.
It can thus be concluded that quality is indeed the responsibility of everyone in an organization. This can be achieved if staff are given
proper guidance and tools to perform their work. Top management need to ensure that strategies and policies are correctly aligned
towards continual improvement.
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Health and Safety—Talk 40
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This article was contributed by
David Petersen

Blocking
of the company going to prison.

ALWAYS
REMEMBER WHEN
PRESENTING A
SAFETY TALK—
YOUR TASK IS TO
EDUCATE AND TO
INFLUENCE

Have you seen a crucial blockage lately? We're not talking about football but
blocking as it relates to safety in your
work area. We are referring to blocking
access to important safety elements in
the workplace.
One of the most common things you
can see during a safety inspection is
blocking violations.

What types of things should NOT
be blocked?
Below is a list of common items in most
workplaces (Note that there can certainly be more):
For more information
on Health and Safety
Issues, please contact
the Health and Safety
Officer,
Mr David Petersen

Central Office on
021 970 9052 or

ddpetersen@northlink.co.za










Emergency Exits
Eyewash stations and showers
Electrical panels
Electrical emergency switches
Fire extinguishers
Fire hoses
Fire hydrants
Pedestrian aisles

How serious is this issue? Locked and
blocked exits were factors in the deaths
of 25 and injury of 53 in a 1991 North
Carolina fire that resulted in the owner

The good news is that blocking is
easy to identify and fix. Consider
painting zones around these areas
and installing signs to inform people
they can't be blocked. Regular inspections and emphasis on blocking
are the most important elements to
preventing such issues. Specifically
look for items that "have always
been there" as these permanently
blocked items need to be addressed.
The OH&S Act has regulations on
blocking such items. They are important and access to these things
can be critical in a time of emergency.
Take a look around your work area
today when you head out. See if
there is clear access to the electrical
panels, emergency exits and fire
fighting equipment. Let us know if
something is blocking access. Look
to see if any items have been
"permanently" blocked by design.
It is certainly better to go 3 metres
further for a fire extinguisher than it
is to have to move carts, racks, bins
or other items just to get to a fire
extinguisher during an emergency.

Know fire safety, no
pain.
No fire safety, know
pain.

Examples of Blocking

