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Cracking the Case of ISO 9001:2008 for 
Manufacturing , Second Edition: A Simple Guide
to Implementing Quality Management in Manufacturing

Charles A. Cianfrani and John E. (Jack) West

In this handy pocket guide you will find questions to ask yourself during the compliance process, 
as well as tools and resources that will make ISO 9001 seem like less of a mystery for the 
manufacturing organization. Authors Jack West and Charles Cianfrani share their clues from years 
of investigation to help you solve your ISO 9001:2008 case in a snap. West and Cianfrani
recommend this book for individuals who want practical tips on how to implement and maintain 
compliance efficiently. 

225 sivua. ISBN 978-0-87389-761-7. Pehmeäkantinen. 2010 
Tilausnumero: H1355
ILMESTYY JOULUKUUSSA 2009

Cracking the Case of ISO 9001:2008 for Service, Second Edition: A Simple 
Guide to Implementing Quality Management in Service Organizations
Charles A. Cianfrani and John E. (Jack) West

In this handy pocket guide you will find questions to ask yourself during the compliance process, 
as well as tools and resources that will make ISO 9001 seem like less of a mystery for the service 
organization. Authors Jack West and Charles Cianfrani share their clues from years of 
investigation to help you solve your ISO 9001:2008 case in a snap. West and Cianfrani
recommend this book for individuals who want practical tips on how to implement and maintain 
compliance efficiently.

225 sivua. ISBN 978-0-87389-762-4. Pehmeäkantinen. 2010 
Tilausnumero : H1356

ISO Lesson Guide 2008: Pocket Guide to ISO 9001 -2008, Third Edition
Russell, J.P.; Arter, Dennis

 This updated pocket guide translates ISO 9001:2008 into easy to understand words. It was 
designed as a quick reference for anyone to carry around conveniently. Each element containing 
requirements is discussed and key concepts are highlighted at the beginning of each section. 
Summary of features:
Key concepts are accompanied by an illustration
Concepts are described in easy to understand words
Quality is defined
The ISO process approach is explained
Quality Management Principles are described in the same easy to understand words
A brief Conspectus summarizes ISO 9001 requirements
An entertaining fable explains the difference between ISO 9001 and ISO 9004 Ideal for handing 
out to existing and new employees, this pocket guide can also be used as supplemental study 
material for ISO 9001 training courses.

2009 72 sivua kierresidottu
ISBN 978-0-87389-748-8.  
Tilausnumero:H1344

ISO 9001:2008 Explained, Third Edition
Charles A. Cianfrani, John E. "Jack" West, and Joseph J. Tsiakals

 This book explains the meaning and intent of the requirements of ISO 9001:2008 and discusses 
the requirements as they relate to each product category. Where appropriate, it elaborates on why 
the requirements are important. It includes a list of typical audit-type questions that an organization 
may use to appraise compliance with the requirements. New in this third edition are 
recommendations for implementation. While some implementation guidance was provided in 
earlier editions, they had focused on achieving understanding of the requirements. Each clause 
now has a section on tips for implementation. There is also a completely new chapter devoted to 
the implementation of a quality management system, as well as new chapters on auditing the 
process-based quality management system and sector applications. 

2009 320 sivua kovakantinen
ISBN 978-0-87389-750-1
Tilausnumero : H1357
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A Practical Field Guide for ISO 9001:2008
Erik Valdemar Myhrberg

Tilausnumero : H1369
144 sivua. ISBN 978-0-87389-770-9. Kierresidottu. 2009 

The purpose of this field guide is to assist organizations, step by step, in implementing a quality 
management system (QMS) in conformance with ISO 9001:2008, whether from scratch or by 
transitioning from ISO 9001:2000. It examines each sub-clause of Sections 4–8 of ISO 9001:2008, 
which contain the requirements, and gives a list of the documentation/documents required, internal 
audit questions, a summary of management’s responsibilities, and a flowchart of the steps that 
need to be undertaken to satisfy the requirements. It also includes a sectional cross-evaluation 
that shows where the requirements in each sub-clause within ISO 9001:2000 appear in ISO 
9001:2008. What separates this field guide from most other books on ISO 9001:2008 and its 
implementation are the flow charts showing the steps to be taken in implementing a QMS to meet 
a sub-clause’s requirements. Each flowchart is also accompanied with text explaining what the 
flow chart represents and how it is to be used. 

ISO 9001:2008 for Small and Medium -Sized Businesses, Second Edition
Denise E. Robitaille

Tilausnumero : H1385

Robitaille - vice-chair of U.S. TAG to ISO/TC 176, the committee responsible for updating the ISO 
9000 family of standards - takes readers into a seldom-discussed but needed area of the ISO 
9001 standard: applying it to small and medium-sized businesses. This handbook was developed 
to help small and medium-sized organizations better understand ISO 9001:2008. It is intended to 
facilitate implementation and improvement. The establishment, implementation, and maintenance 
of an ISO 9001–compliant quality management system (QMS) should allow the organization to 
experience multiple benefits beyond the achievement of certification. Organizations should also 
see improvements in the quality of products, customer satisfaction, and process effectiveness—all 
of which ultimately have a positive impact on the bottom line. 

For those readers whose organizations have already established a QMS, this handbook will serve 
to reinforce good practices and lead to a better understanding of the intent and value of some of 
the requirements of ISO 9001. Since this handbook is especially focused on small and medium-
sized organizations, the examples provided will have greater applicability and will enhance 
comprehension, again resulting in increased value. 

152 pages. ISBN 978-0-87389-792-1.  Soft Cover. 2011

Lean ISO 9001: Adding Spark to your ISO 9001 QMS and Sustainability to 
your Lean Efforts
Mike Micklewright

Tilausnumero : H1384

ISO 9001 consists of good business practices and processes that have evolved over many years; 
lean is about getting rid of the waste in each company’s interpretation and implementation of those 
and other processes, making them more effective and efficient with the objective of reducing lead 
time. Thus, it makes perfect sense to combine these two complementary forces into Lean ISO 
9001. There are three main aspects to Lean ISO 9001. The first is “Leaning Out the Quality 
Management System.” This chapter discusses how and why documentation systems get out of 
control, what’s wrong with an overly lengthy documentation system, and how to get it back in 
control and more user-friendly through the use of the lean tool 5S. The second aspect is 
“Integrating Lean Practices with the QMS,” which describes how certain lean practices such as 
Value Stream Mapping, 5S, kaizen, and Training Within Industry (TWI) could and should be 
integrated within the QMS if the company plans to continue to use lean methodologies in the 
foreseeable future. The third aspect is “Leaning out the QMS Processes,” which outlines the 
wastes involved with operating under multiple continuous improvement processes. It explains the 
relationship between Value Stream Maps and Procedures, and provides ideas on how to eliminate 
some of the wastes involved with typical quality processes like Record Control, Internal Auditing, 
Corrective/Preventive Actions, Management Review, and Document Control. 

248 pages. ISBN 978-0-87389-784-6. Hard Cover. 2010 
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How to Audit the Process -Based QMS
Dennis R. Arter, John E. (Jack) West, and Charles A. Cianfrani

This book is intended to help individuals involved in managing and conducting audits
to ISO 9001:2000. It focuses on auditing as a management process as well as a key driver of
continual improvement within an organization. An excellent resource for internal auditors, it is
perfect for novice auditors or those who need a refresher on the fundamentals of auditing. This
book can be used as a guide to establishing a new audit program or updating one that has been 
operational for some time.

The three main areas of focus in this book include the basics of process-based internal quality 
auditing, the requirements for establishing and managing an internal quality auditing process, and
conducting audits. One of its best features is the section on auditing worksheets, forms, checklists, 
and questions. Included are useful and adaptable examples from every aspect of auditing such as:
developing an audit schedule, planning an audit, writing findings, documenting positive and best 
practices, writing an audit report, and requesting corrective action. This book contains a 
comprehensive list of questions that auditors can use when conducting quality audits and
features this information on the accompanying CD-ROM.

2003  kovakantinen 224 sivua
Tilausnumero : H1028 
ISBN 978-0-87389-577-4

The Biomedical Quality Auditor Handbook
ASQ Biomedical Division

Written by a team of eminently qualified professionals from the medical device industry,
The Biomedical Quality Auditor Handbook serves as a reference source for the application
of quality auditing principles to the biomedical industry, including coverage specifically
pertaining to medical devices. It focuses on the understanding of domestic and international
concepts and principles of biomedical quality auditing, and includes information on related 
regulations, directives, standards, and guidance. This book covers a wide range of subjects that 
have specific interpretations unique to the biomedical industry and can be used in
conjunction with The ASQ Auditing Handbook, Third Edition.

Based on the body of knowledge established by ASQ’s Biomedical  Division, this book is a valuable 
reference for biomedical professionals who want to execute better audits for medical devices and 
gain basic knowledge of biomedical technical areas and regulatory requirements.

2003 kovakantinen 264 sivua
Tilausnumero: H1171 
ISBN 978-0-87389-576-7

Quality Audits for Improved Performance, Third Edition
Dennis R. Arter

This book is an excellent reference for learning and applying basic quality auditing principles.
Examples and checklists throughout the book help make this one of the best singlesource
reference guides. Quality practitioners, registrars, and those preparing for certification
exams will find this book to be a useful tool. The new edition expands on established
techniques and addresses both internal and supplier auditing as it relates to any quality 
management system, including ISO 9001, GMP, automotive, and others.

2003  pehmeäkantinen 152 sivua
Tilausnumero: H1180 
ISBN 978-0-87389-570-5

The Process Auditing and Techniques Guide, Second Edition
J.P. Russell

Tilausnumero: H1346

In this pocket guide, best-selling author J.P. Russell focuses on the methods and techniques of 
conducting internal and external process audits. Learn how to evaluate process controls, use 
process flow, turtle, spider and tree diagrams, verify process conformity and effectiveness, and 
compose an audit report assessing compliance, controls, risk and process optimization. This guide 
is ideal for individuals who have a general understanding of auditing techniques and is written for 
auditors who conduct first-, second-, and third-party audits to any standard or work instruction.

152 pages. ISBN 978-0-87389-782-2. Pocket Guide. Spiralbound. 2010 
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Continual Improvement Assessment Guide: 
Promoting and Sustaining
Business Results
J.P. Russell

This is the first pocket guide of its kind to bring together auditing techniques and guidelines as
a structured systematic program for monitoring and promoting continual improvement. Use this
guide to develop an assessment tool for your programs that will ensure there is quantifiable
and sustainable improvement and identifiable opportunities. A glossary of terms and appendices, 
including tools such as Continual Improvement Map for ISO 9001, Continual Improvement
Perception Survey, and ISO 9004 Assessment Criteria Checklist, are helpful in applying the principles 
outlined is this useful pocket guide.

2004 kierresidottu 210 sivua
Tilausnumero: H1218 
ISBN 978-0-87389-614-6
ISO 9001:2008 Internal Audits Made Easy: Tools, Techniques, and Step -By-
Step Guidelines for Successful Internal Audits, Third Edition
Phillips, Anne W.

 Implementing the requirements of ISO 9001 can be a daunting task for many organizations. In an 
attempt to develop a system that will pass the registration audit, we are tempted to establish 
processes with the primary purpose of conforming to the requirements of ISO 9001. In doing so, 
however, it is easy to lose sight of the original intent of the standard – to continually improve the 
effectiveness of the quality management system implemented at our organization. 

This book is intended to help managers, management representatives, internal audit coordinators, 
and internal auditors implement a practical internal audit process that meets the requirements of 
ISO 9001:2008 while also adding significant, measurable value to the organization’s bottom line. 
The tools, techniques, and step-by-step guidelines provided in this book can also be used by those 
organizations that have a well-established internal audit process but are looking for easy ways to 
make that process more effective. The tools in the appendices of this book have also been provided 
on the enclosed CD to facilitate your customizing them to fit the specific needs of your organization.

2009 176 sivua  pehmeäkantinen
ISBN 978-0-87389-751-8 
Tilausnumero: H1349The Process Approach Audit Checklist for Manufacturing
Karen Welch

Finally, a comprehensive process audit checklist has been developed to be used with
ISO 9001:2000! This manual was developed to assist anyone involved with conducting or
planning quality system audits including quality auditors, quality managers, quality system
coordinators, management representatives, and quality engineers. In addition, potential
auditees in any function or position should find the questions useful in preparing for an audit. 
Although the checklist could be amended to work for a service company, the manual was
created with a focus on the manufacturing sector to cover common processes such as production, 
management, customer-related, design and development, training, purchasing, etc.

The manual includes a brief overview of the process approach, discussion of problem areas often 
found by third party auditors, the process audit checklist, and forms to be used in conjunction with 
the process audit checklist to increase audit effectiveness.

2005  pehmeäkantinen 128 sivua
Tilausnumero: H1244 
ISBN 978-0-87389-644-3

The Internal Auditing Pocket Guide: Preparing, Performing, Reporting
and Follow -up, Second Edition
J.P. Russell

This best seller prepares auditors to conduct internal audits against quality, environmental, safety, 
and other audit criteria. This handy pocket guide covers all the steps necessary to complete an 
internal audit, from assignment to follow-up. New and updated chapters reflect new techniques to 
address vague requirements, more illustrations and examples, ISO 19011 thinking, and verification 
of auditee follow-up actions. This condensed, easy-toread book is a valuable resource and great 
tool for training others on how to perform an internal audit. It is appropriate for those who have
no prior knowledge of audit principles or techniques.

2007  Kierresidottu 224 sivua
Tilausnumero: H1300 
ISBN 978-0-87389-710-5
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The ASQ Auditing Handbook, Third Edition
J.P. Russell, editing director

Auditing is a management tool used to verify that systems and processes are compliant/
conformant, effective, and continually improved. The process audit determines if
process requirements (methods, procedures) are being met, while a system audit
determines if system requirements (manual, policy, standards, regulations) are being met.

New to this third edition are topics such as auditor competency, business applications, and 
improvement tools. Additionally, existing topics have been expanded to encompass process 
methods, processbased management systems, and ISO 19011 guidance. The handbook
has been refocused to promote the common elements of all types of system and process audits 
(quality, environmental, safety, and health), and covers the latest auditing terminology and 
communication technology. The appendices include example forms and an example
guide for when technical specialists (subject-matter experts) are needed on the audit team.

2006  kovakantinen 376  sivua
Tilausnumero: H1263 
ISBN 978-0-87389-666-5

The Management System Auditor’s Handbook
Joe Kausek

Meant for both new and experienced auditors, The Management System Auditor’s Handbook
provides a detailed and structured examination of the audit process. It seeks to address the
whys of auditing, as well as the whats and the how tos. Extensive focus is provided
on auditing for effectiveness, in addition to conformance. Author Joe Kausek explains how
to use your audit program to drive continual improvement and alignment throughout the 
organization through the identification of best practices and waste.  Unlike other audit books on 
the market, this handbook seeks to give the auditor sufficient understanding of the intent, 
techniques, and specific strategies for auditing, allowing for the development of an audit program 
that is uniquely fitted to the auditor’s industry, processes, and company culture.

Included on the accompanying CD-ROM are comprehensive electronic checklists that can be used 
to plan and guide the auditor in the evaluation of both the conformance and effectiveness of the
management system to the corresponding standard’s requirements. The checklists are an 
invaluable tool for both new and experienced auditors alike, and can be easily customized for the 
reader’s organization and industry.

2006 kovakantinen 432 sivua
Tilausnumero: H1267 
ISBN 978-0-87389-670-2

Process Driven Comprehensive Auditing: A New Way to Conduct ISO 
9001:2008 Internal Audits, Second Edition
Palmes, Paul C.

This book is for the novice internal auditor to provide an easy to understand method for conducting 
a highly effective audit. By combining a series of general questions drawn from many elements of 
the ISO 9001:2008 standard with a cross-reference guide to particular elements such as 
purchasing, design, production control, and calibration, the methods presented in this book offer a 
practical and uncomplicated starting point for any first-time auditor. 

2009 pehmeäkantinen 150 sivua.
ISBN 978-0-87389-754-9. 
Tilausnumero : H1348
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Internal Quality Auditing
Denis Pronovost

Internal quality audits can provide an unbiased view of the processes that directly impact the products 
and services of an organization. Yet, while most internal auditors have been trained using many of the 
methods and techniques of external auditors, an internal audit is very different and requires different 
methods and techniques. 

Internal Quality Auditing is the first book to provide a comprehensive guide designed for use by audit 
program managers or internal auditors. From helping to determine the objective of the audit to 
performing the audit, and writing the audit report, this book will act as a guide for quality audit 
managers in the implementation and resolution of effective internal quality audits.

140 sivua. ISBN 0873894766. Kovakantinen. 2000 
Tilausnumero: H1069

After the Quality Audit: Closing the Loop on the Audit Process, Second 
Edition
J. P. Russell and Terry Regel

Ensure your organization's audit program results in improved performance with this new 
edition! Written for those who are charged with fixing what the auditor finds wrong in an organization, 
this second edition goes beyond the quality audit process to thoroughly examine how to initiate 
appropriate corrective or preventive actions. The book's focus is on defining problems, making sure the 
problems are understood, ensuring that the solutions work, and effectively managing the audit 
program. 

Thoroughly updated to reflect the changes in the ISO 9000 standards, including new chapters on 
customer service and auditing follow-up protocol, the new edition features a chapter on the Reason-
Pain Matrix (which links audit results with organizational benefits), the survey results of hundreds of 
professionals, and expanded case studies. The second edition of After the Quality Audit is a powerful 
tool for improving your auditing techniques and offers solid advice on how to get the most out of the 
audit process for your company.

256  sivua. ISBN 0873894863. Kovakantinen. 2000 
Tilausnumero: H1070
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From Baldrige to the Bottom Line: A Road Map for
Organizational Change and Improvement
David W. Hutton

It’s one of the best-kept secrets of the corporate world: For years, leading companies have been 
quietly using the Baldrige framework—not just to apply for this prestigious award—but to improve
their bottom-line results. Companies such as IBM, FedEx, and Xerox have been using Baldrige to 
conduct organizational assessment as a way of driving their improvement efforts. And pioneering 
organizations in other sectors—such as education, healthcare, and government—are also using 
assessment to improve their bottom line: improved efficiency and better service to students, 
patients, and citizens.
Best-selling author David Hutton has drawn from his extensive assessment experience to create 
this in-depth handbook. Hutton not only shows how the assessment process works, but he explains 
how to adapt the process to fit the needs of any organization. Written in a clear and logical style that 
avoids the use of jargon, From Baldrige to the Bottom Line will help any organization begin its 
improvement journey, stay on track, and get results.

2000 kovakantinen 319 sivua ISBN 978-0-87389-473-9
Tilausnumero: H1066 

The Executive Guide to Understanding and Implementing the Baldrige
Criteria : Improve Revenue and Create Organizational Excellence
Denis Leonard and Mac McGuire

This book provides a guide to the Baldrige Criteria for executives or managers new to quality, or to 
organizations interested in introductory information. National, regional, state, and local quality award 
organizations will particularly benefit from this book by providing it as a resource to their examiners 
and to companies wanting to become involved in the Baldrige Award process. Companies that have
internal quality awards or self-assessments will also find this to be an invaluable resource.
The Executive Guide to Understanding and Implementing the Baldrige Criteria can also be used as 
a guide or reference during training courses such as self-assessment and award application writing
workshops, continuing education classes, or colleges and universities with business courses that 
focus on or discuss the Baldrige Criteria. Portions of this book are based on research from a 
nationwide Delphi study group assembled for the purpose of evaluating the benefits, considerations, 
and disadvantages of implementing the Baldrige model. 

2007pehmeäkantinen 144 sivua ISBN 978-0-87389-717-4
Tilausnumero: H1310 

The Making of a World -Class Organization
E. David Spong and Debbie J. Collard

 Using a unique blend of stories, tips, charts, and tables that can be adapted to any organization, 
this book shares the stories, wisdom, and “silver bullets” gained by two divisions of the Boeing 
Corporation as they won the Malcolm Baldrige Quality Award. The “silver bullets” are the kernels of 
management wisdom that set this book apart and provide the simple insights that anyone can 
adopt. This book uses a systems perspective to provide solutions that will inspire leaders to 
champion such approaches, while also providing tried and true details and “how-to” applications to 
the in-house practitioners and consultants. 
Whether you are looking for tools and techniques to make your organization and processes more 
effective, or you are starting from scratch, this book provides you with a set of proven approaches to 
achieving excellence. 

96 sivua pehmeäkantinen 2008. ISBN 978-0-87389-744-0 
Tilausnumero : H1341

Transformation to Performance Excellence: Baldrige Education Leaders 
Speak Out
Sandra Cokeley, Margaret A. Byrnes, Geri Markley, and Suzanne Keely, editors

In these pages, you will have an opportunity to hear stories from the seven educational 
organizations that have used the Baldrige Education Criteria for Performance Excellence as a guide 
along their route to designing and improving educational systems. This book is a question-and-
answer session with seven leaders who were intimately involved in their organizations' journeys. 
From getting buy-in, dealing with resistance, and aligning all systems and departments, to mistakes 
made along the way, financial impact, and continuing the Baldrige journey, it is an invaluable 
opportunity to hear which roads these leaders took and where it got them. Included on an 
accompanying CD are the complete Baldrige applications for each of these organizations. When 
their responses reference something about which you’d like to learn more, you can open their 
application to see what was written in reference to that aspect of the Criteria. 

168 sivua pehmeäkantinen 2007 
Tilausnumero : H1286
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Insights to Performance Excellence 2009 -2010: An Inside Look at the 2009 -
2010 Baldrige Award Criteria
Blazey, Mark L.

  This book helps performance-excellent examiners and organization-improvement practitioners to 
understand the 2009-2010 Baldrige Performance Excellence Criteria, and the linkages and 
relationships among its many Items. Blazey simplifies the Criteria into easily understandable and 
actionable items through the use of plain-English explanations, flowcharts, and relationship 
matrixes. As always, also included are examples of effective practices that recent Award-winning 
organizations have developed. Changes to this edition include:

New information from the Baldrige 2009-2010 Criteria for Performance Excellence to help leaders 
focus on priority opportunities for improvement and better understand the role they must play in 
refining their management systems and processes.
The CD-ROM included with this book has been modified to bring templates and related analyses up 
to date with the changes in the Criteria. Reading Insights to Performance Excellence 2009-2010 will 
strengthen your understanding of the Criteria and provide insight on analyzing your organization, 
improving performance, and applying for the award.

384 sivua. ISBN 978-0-87389-755-6. Pehmeäkantinen. 2009 
Tilausnumero : H1350

Journey to Excellence: How Baldrige Health Care Leaders Succeed
Kathleen J. Goonan, MD, Joseph A. Muzikowski, and Patricia K. Stoltz

This book is based on several years study of the nine Baldrige Award winners from health care. It 
describes how these organizations approached their “Baldrige journey” and what other health care 
leaders should do to reap similar benefits. To fully understand the journey for these nine 
organizations and their return on investment, the authors studied each of their 50-page award 
applications, presentations at national and regional meetings, and other publications by or about 
them. Additionally and most importantly, CEOs and other senior leaders were interviewed at length. 
The questions asked of these leaders followed three basic themes:

How did you successfully use the Baldrige framework to drive improvement? What would you 
recommend other organizations do to gain the value you have from a Baldrige journey? What can 
we learn from you that would help other organizations manage their improvement journeys to 
maximize the value they gain?

248 sivua. ISBN 978-0-87389-735-8. Pehmeäkantinen. 2009 
Tilausnumero : H1327
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Principles of Quality Costs: Principles,
Implementation and Use, Third Edition
Jack Campanella, editor

Everything you ever wanted to know about quality costs is presented in this edition—now updated 
with a focus on both the service and manufacturing industries.

This third edition of Principles of Quality Costs includes information on the quality cost systems
involved with the education, service, banking, and software development industries. You’ll also
find new material on ISO 9000 and QS-9000, cost systems in small businesses, and activity base 
costing. Additional information on teambased problem solving, customer satisfaction, and the costs 
involved with the defense industry is also offered.

Examples including a new case on software quality costs, the Taguchi Quality Loss Function (QLF), 
supplier quality costs, and educating and presenting cost ideas to management make this an 
outstanding guide to the principles of quality costs. New examples focusing on both the profit
and nonprofit sector and more than 50 illustrations make this book ideal for anyone working on a 
quality cost system, regardless of the industry involved.

1999 kovakantinen 219 sivua
Tilausnumero: H1013 
ISBN 978-0-87389-443-2

Mapping Work Processes, Second Edition
Bjørn Andersen, Tom Fagerhaug, Bjømar Henricksen, and Lars E. Onsøyen

The peerless best seller is finally updated! It remains a hands-on, step-by-step workbook of 
instructions on how to create flowcharts and document work processes. No other book even comes 
close. Now the mapping techniques have been updated, the mapping exercise itself is put into a 
larger context, and organizational examples are used throughout to help readers understand real-
life applications of the material presented. Also new are example case studies to deepen  
understanding.

2008  pehmeäkantinen 116 sivua
Tilausnumero: H1170 
ISBN 978-0-87389-687-0

Business Process Improvement Toolbox, Second Edition
Bjørn Andersen

This best seller is fully revised and updated! Its goal is still to give readers practical insight into how 
they can create a coherent business process improvement system. Author Bjørn Andersen works 
from the premise that consistently working on improving various aspects of how things are done, 
large and small, is the key to success for any organization.

The first half presents an overall business process improvement model, with the ensuing chapters 
dealing with topics of understanding and modeling your current business processes, using 
performance measurement in improvement work, creating a business process improvement road 
map, and organizing for improvement work. The second half of the book presents the overall 
toolbox, followed by one chapter for each phase of the overall improvement model. For each of
these phases, a selection of suitable tools is presented with background, steps to use them, and an 
example of their use. The final two chapters contain two more extensive case studies illustrating the 
use of the full methodology. And finally, a number of templates can be found at the very end of the 
book, templates that support most of the tools presented.

This book is suitable for employees and managers at any organizational level in any type of  
industry, including service, manufacturing, and the public sector. It should also be useful as a 
textbook for students in courses relating to quality management and continuous improvement.

2007 pehmeäkantinen 312 sivua
Tilausnumero: H1312 
ISBN 978-0-87389-719-8

Laatutyökalukoulutusta
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Failure Mode and Effect Analysis : FMEA From
Theory to Execution, Second Edition

D. H. Stamatis

Author D. H. Stamatis has updated his comprehensive reference book on failure mode and effect 
analysis (FMEA). This is one of the most comprehensive guides to FMEA and is excellent
for professionals with any level of understanding.

This book explains the process of conducting system, design, process, service, and machine
FMEAs, and provides the rationale for doing so. Readers will understand what FMEA is, the different 
types of FMEA, how to construct an FMEA, and the linkages between FMEA and other tools. 
Stamatis offers a summary of tools and methodologies used in FMEA along with a glossary to explain 
key terms and principles. The updated edition includes information about the new ISO 9000:2000 
standard, the Six Sigma approach to FMEA, a special section on automotive requirements related to 
ISO/TS 16949, the “robustness” concept and TE 9000, and the requirements for reliability and 
maintainability.

The accompanying CD-ROM offers FMEA forms and samples, a design review checklist, criteria for 
evaluation, basic reliability formulae and conversion failure factors, guidelines for RPN calculations 
and designing reasonably safe product, and examples of FMEAs with linkages to robustness.

2003  Kovakantinen  488 sivua
Tilausnumero: H1188
ISBN 978-0-87389-598-9

Effective Writing for the Quality Professional: Creating Useful Letters ,
Reports , and Procedures
Jane Campanizzi

Few skills are more powerful or influential in a company or organization than effective writing skills. A 
poorly written document, whether letter,  memo, e-mail, report, or procedure, can make its reader 
confused, impatient, and unresponsive. Effective writing can help organizations become more 
productive by eliminating waste from the communication process and enabling readers to spend
less time understanding written materials. Therefore, becoming a more effective communicator 
enables you to become more valuable to your organization and advance more quickly in your career.

This book shows how to apply effective writing techniques to meet the needs of your organization, 
your co-workers, and your customers. It provides you with practical guidelines for writing and 
designing clear, well-organized, and readable documents. The writing skills you learn in this book will 
help you to better organize your thoughts and write more directly and concisely. The book 
demonstrates how to format documents to allow for more effective communication, and provides the 
structure and content guidelines for writing letters, memos, e-mails, reports, proposals, and 
recommendations.

2005  kierresidottu 164 sivua
Tilausnumero: H1213 
ISBN 0-87389-625-4

Quality Essentials: A Reference Guide From A to Z
Jack B. ReVelle

This unique book includes a collection of concepts and tools for everyone who cares about 
continuous improvement. Topics covered include Six Sigma, total quality management, and basic 
reference information about quality tools and techniques. If you are looking for a quick reference 
guide with a focus on the philosophies and practices of quality management, this book will surely 
prove to be an excellent resource. Explanations of key concepts are provided along with examples of
tools, tables, charts, maps, and other graphic illustrations to help gain a thorough understanding.

Topics covered in this resourceful book include: benchmarking, kaizen, control charts, design of 
experiments, Kano model, process capability and control, Six Sigma, statistical quality control, and
voice of the customer.

2004  pehmeäkantinen 272 sivua
Tilausnumero: H1216 
ISBN 0-87389-618-1
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The Quality Toolbox, Second Edition
Nancy R. Tague

This best-selling reference book has been completely updated and expanded! The Quality 
Toolbox gives quality practitioners a choice of tools for dealing with the wide variety of situations 
that occur on the road to continuous improvement. It includes a variety of matrices and flowcharts, 
data collection and analysis tools, tools for planning, tools for analyzing processes and discovering
root causes, and different forms of brainstorming and other tools for generating, organizing, and 
evaluating ideas. In short, the means to accomplish change.

2005  Pehmeäkantinen 584 sivua
Tilausnumero: H1224
ISBN 978-0-87389-639-9

Quality Makes Money: How to Involve Every Person on the Payroll in a 
Complete Quality Process (CQP)
Pat Townsend and Joan Gebhardt

This book describes a pragmatic set of steps that makes it possible for an organization of any type 
to engage every person on their payroll in the continual effort to improve everything the company 
does. This book presents not only logical theory but also a real-life, full-scale success story as a 
model. Paying heed to its lessons can enable organizations of all types to improve whatever it is 
they do and see a positive impact on the bottom line. The focus of this book is on the complete 
quality process (CQP), which takes into account not only the tools available to analyze, institute, 
measure, and record quality practices, but also the environment in which these tools are  
consistently and enthusiastically applied. CQP contrasts sharply with efforts that address only one 
specific portion of the total range of quality challenges—and none of which come close to involving 
(in the sense of asking for ideas and input and sharing decision-making capabilities) 100% of the 
people on the payroll.

2006  pehmeäkantinen 168 sivua
Tilausnumero: H1241 
ISBN 978-0-87389-660-3

Root Cause Analysis: Simplified Tools and Techniques , Second Edition
Bjørn Andersen and Tom Fagerhaug

This updated and expanded edition discusses many different tools for root cause analysis and 
presents them in an easy-to-follow structure: a general description of the tool, its purpose and 
typical applications, the procedure when using it, an example of its use, a checklist to help you 
make sure it is applied properly, and different forms and  templates (that can also be found on an 
accompanying CD-ROM). The examples used are general enough to apply to any industry or 
market. The layout of the book has been designed to help speed your learning. Throughout, the 
authors have split the pages into two halves: The top half presents key concepts using brief 
language—almost keywords— and the bottom half uses examples to help explain those concepts. 
A road map in the margin of every page simplifies navigating the book and searching for specific 
topics.

2006  pehmeäkantinen 240 sivua
Tilausnumero: H1287 
ISBN 978-0-87389-692-4

The Quality Improvement Handbook , Second Edition
ASQ Quality Management Division; John E. Bauer, Grace L. Duffy, and Russell T. Westcott

The use of quality and continual improvement is no longer considered the sole property of
manufacturing or of the traditional engineering  and production environment. Most professionals 
entering the work force today are required to analyze situations, identify problems, and provide 
solutions for improved performance. Improving he organization is everyone’s job. Teamwork is 
critical, requiring the participation of members of all backgrounds, nationalities, educational
levels, and career aspirations. This book is for anyone who wants to improve themselves and/or 
their organization. It is  particularly salient for those at the beginning stages of learning about the 
history, concepts, and tools of quality. In addition, the content of this book is structured exactly to 
follow the body of knowledge (BoK) of ASQ’s Certified Quality Improvement Associate (CQIA) 
certification. While the content coincides with the sequence of the BoK, each chapter stands 
alone, and the chapters may be read in any order.

2006  kovakantinen 242 sivua
Tilausnumero:H1289 
ISBN 978-0-87389-690-0
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The Certified Quality Process Analyst Handbook
Eldon H. Christensen, Kathleen M. Coombes-Betz, and
Marilyn S. Stein

This new handbook was developed to assist those preparing for the Certified Quality Process 
Analyst certification. It covers the certification’s body of knowledge explicitly and comprehensively. 
The book and certification are aimed at the paraprofessional who, in support of and under the 
direction of quality engineers or supervisors, analyzes and solves quality problems and is involved 
in quality improvement projects. This book is perfect for  both recent graduates and those with work 
experience who want to expand their knowledge of quality tools and processes.

The first section of the handbook, Quality Basics, begins with the quality principles embodied by the 
ASQ Code of Ethics. The fundamental elements of a quality system are described by this section. 
The second section focuses on Problem Solving and Improvement, including such tools as Pareto 
charts, scatter  diagrams, the Plan-Do-Check-Act (PDCA) cycle, quality management, project 
management, the Taguchi loss function, and Taguchi’s signal-to-noise ratios, concluding with lean 
tools. To support any effective problem solving and improvement endeavors, the data analysis 
section provides the analytical methods to interpret and compare data sets and model processes. 
Basic statistics, probability, sampling methods, statistical process control (SPC), basic statistical
decision tools, regression and correlation, and design of experiments (DOE) are explained in this 
third section. Finally, any successful enterprise must understand its customer-supplier relations, the
last section of the book.

2007 kovakantinen 416 sivua
Tilausnumero: H1296
ISBN 978-0-87389-709-9

Enabling Excellence : The Seven Elements Essential to Achieving
Competitive Advantage
Timothy A. Pine

With today’s growing pressures for achieving higher quality and productivity with fewer resources, 
there is no time for getting bogged down, sidetracked, and frustrated with clutter, trivia, or minutia. 
To really succeed in today’s competitive environment, one must constantly stay focused on what is 
truly vital. The key, of course, is in identifying and isolating the vital from the trivial.

Enabling Excellence provides an important and sound foundation for a quality excellence 
philosophy and strategic plan. Its concepts and principles are universal and can be applied to any 
and all jobs and industries where organizational effectiveness and competitive advantage are 
desired. This book should especially be read by management personnel with the authority and 
resources to implement change.

2007 kovakantinen 120 sivua
Tilausnumero: H1307 
ISBN 978-0-87389-714-3

The Executive Guide to Understanding and Implementing Quality Cost
Programs : Reduce Operating Expenses and Increase Revenue
Douglas C. Wood

This book is intended to provide a fundamental introduction to cost of quality concepts (often simply 
referred to as quality costs) for executives or those individuals new to quality concepts. In addition, it 
can help anyone in an organization interested in how this measurement methodology links to 
business costs. This book is not intended to be used as a handbook or as an in-depth exploration of 
the underlying methodology, but rather a helpful overview of an approach to maximize value and 
bottom-line impact.

Both manufacturing and non-manufacturing firms that are just getting started or contemplating a 
quality cost measurement program will find this book especially valuable. To aid in illustrating the 
application of these principles to diverse and global businesses, case studies have been selected 
and included to demonstrate how the general approach can accommodate and enhance different 
organizations. These examples demonstrate the broad spectrum across which quality cost methods 
can be used as a measurement tool, making improved performance clear in a dollars and cents 
manner.

2007 6 x 9 pehmeäkantinen 128 sivua
Tilausnumero: H1309
ISBN 978-0-87389-716-7
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How Organizations Learn : Investigate , Identify ,
Institutionalize

Patrick L. Townsend and Joan E. Gebhardt

Organizations learn effectively by following a three-step cycle: investigating the situation;
identifying failures and successes; and institutionalizing the lessons so that they become “the way 
things are done.” This book examines this 3-I learning cycle as it is used in the United States Army. 
Prominent companies such as General Electric, Motorola, Harley-Davidson, and Amoco have taken 
advantage of the Army’s experiences as they’ve moved through this cycle, reinventing themselves as 
learning organizations. These companies and more have gleaned valuable lessons from the Army’s 
After-Action Reviews (AARs) and Center for Army Lessons Learned (CALLs).

The concepts of AARs and CALLs, like many quality tools, are relatively straightforward and easy to 
understand. Nonetheless, they require dedication and perseverance to implement fully and sustain.
As with all quality concepts and tools, though, the results easily justify the effort!

2007 pehmeäkantinen 80 sivua
Tilausnumero: H1319 
ISBN 978-0-87389-727-3

The Path to Profitable Measures: 10 Steps to Feedback That Fuels
Performance
Mark W. Morgan

Most managers suffer from data glut and information famine. The constant stream of reports, e-mails, 
phone calls, and meetings usually fails to provide the feedback busy people need to make rapid and 
meaningful decisions. Most managers would love to cut through the clutter and see true results.
However, they are usually victims of information systems that have evolved over time without careful 
thought. The result is floods of reports and reviews—with only trickles of meaningful information
and useful feedback.

The Path to Profitable Measures teaches 10 simple steps to turn your information flood into 
meaningful feedback for you and your work team.

2005  pehmeäkantinen 130 sivua
Tilausnumero: H1240 
ISBN 978-0-87389-649-8

Everyday Excellence : Creating a Better Workplace Through Attitude, Action, 
and Appreciation
Clive Shearer

Everyday Excellence looks at the core of quality—people. If we want to achieve everyday excellence, 
we must do it for people and with people. People either have the right attitude or they don’t. They 
take the right action, or they don’t. They appreciate what they receive, or they don’t.

Attitude, action, and appreciation actually form a cycle of excellence, since appreciation often 
stimulates, fosters, and encourages a better attitude. It all comes down to how we approach
ourselves and how we interact with other people. Once we look for them, we find that the 
opportunities to practice and apply excellence in the workplace occur minute-by-minute throughout 
the day. These moments comprise the heart of everyday excellence.

2006 pehmeäkantinen 272 sivua
Tilausnumero: H1248 
ISBN 978-0-87389-673-3

Quality Quotes
Gomes, Helio

This priceless reference is the perfect tool for quality practitioners everywhere. Strengthen verbal or 
written presentations with a quote that will get the point across, add credibility, or serve as inspiration. 

Quality Quotes is packed with over 1500 quotes on every aspect of quality. Over 550 authors, 
businesspeople, quality gurus, advertisers, inventors, scientists, philosophers, and Nobel Prize 
winners contribute their insights on quality. With contributors from 18 countries spanning roughly 28 
centuries, you'll be able to find just the right quality quote. Get quick, easy access to some of the best 
quality statements of all time using the 36 topic categories, an author index, and a subject index.

249  sivua. ISBN 0873894073. pehmeäkantinen. 1996 
Tilausnumero: H0909
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Root Cause Analysis: A Tool for Total Quality
Management

Anderson, Gaylord F.; Dell, Larry D.; Wilson, Paul F.

This book describes the methods and tools used to develop and implement an effective TQM program. It 
provides a practical explanation of root cause analysis and discusses the proactive use of analysis 
techniques for the prediction and prevention of problems. It emphasizes the basic concepts, various 
analysis techniques, and their common purpose in determining the true cause of problems. Contents:

-Root Cause Analysis-An Introduction
-Root Cause Analysis--A Management Tool
-Getting Started
-Root Cause Analysis Techniques
-Developing Solutions
-Evaluating Solutions
-System Considerations
-Change Analysis
-Barrier Analysis
-Events and Causal Factors Analysis
-Tree Diagrams

Includes 63 figures and tables

216  sivua. ISBN 0873891635. Kovakantinen. 1993 
Tilausnumero: H0701

Success Through Quality: Support Guide for the Journey to Continuous 
Improvement
Clark, Timothy J.

Ideal for any industry, this book gives a basic introduction to continuous improvement and provides a 
comprehensive overview of the quality improvement theory, methods, and basic tools. Written in a format 
to help those with little or no understanding of continuous quality improvement, the author provides basic 
guidelines that can be immediately applied to improve decision-making and problem-resolution. If you 
are a new employee in an organization that has a quality program in place or an employer who needs a 
quick, and simple book about quality for your employees, this book meets those needs. The author uses 
easy-to-read, short chapters to explain the basics of quality, and uses common, real-life scenarios to 
demonstrate key points and concepts. The material is organized in a manner that makes it easier for the 
reader to use and benefit from the book in a short time. 
Benefits :
Use as a tool to help you sell quality to upper management and other key stakeholders. 
Advance your career. 
Introduce quality to employees at all levels. 
Increase success in any aspect of life: personal, family, job, social, community. 

132 sivua. ISBN 0873894413. pehmeäkantinen. 1999 
Tilausnumero: H1006

Quality Problem Solving
Smith, Gerald F.

A terrific reference for all industries, this book offers state-of-the-art problem solving insights and advice 
for anyone trying to solve complex, real world problems. This in-depth and extremely comprehensive 
reference uses numerous case studies and examples to illustrate key concepts so you can easily 
understand and relate to various kinds of problems and their solutions. Written so it will be beneficial for 
the reader with basic to advanced knowledge of problem solving, the author classifies problems, 
explores how to solve them, and illustrates key concepts. Many books address the elements of problem 
solving in terms of various tools and techniques, but none are as comprehensive or actually teach 
readers how to think effectively about quality problems. 
Benefits:
Cover problem-solving fundamentals--cognitive, functionalist, and problem-driven approaches.Address
important functional demands--problem identification, problem definition, diagnoses, and alternative 
generation--posed by quality problems.

332 sivua. ISBN 0873893948. Kovakantinen. 1998 
Tilausnumero: H0983



15

La
ad

un
 p

er
us

te
ok

se
t /

 L
aa

tu
ty

ök
al

ut
Fundamental Concepts of Quality Improvement
Melissa G. Hartman, editor

For decades, organizations around the world have been using quality concepts and practices to 
improve performance and increase productivity. Now as other organizations strive to achieve similar 
results, they are often struggling to understand and implement these quality principles. This is the 
focus of Fundamental Concepts of Quality Improvement, which provides a thorough overview of the 
essential quality principals as presented by an international collection of respected quality experts. 
The book approaches quality improvement from an industry neutral perspective that highlights the 
similarities in approaches and techniques across a broad range of industries. The book provides a
very inclusive look at the fundamentals of quality that will appeal to a wide range of readers.

Fundamental Concepts of Quality Improvement is a collection of some of the best articles and 
presentations of more than 50 quality experts, compiled and organized into one easy-to-use guide. 
The book is divided into four sections, each focusing on one aspect of quality improvement.
The four sections provide a smooth flow of information that offers a complete overview of quality 
and thorough introduction to these proven methods for improvement, and are aligned according to 
the ASQ Certified Quality Improvement Associate (CQIA) Body of Knowledge.

2002  kovakantinen 352 sivua
Tilausnumero: H1132
ISBN 0-87389-525-8

Do It Right the Second Time, Second Edition: Benchmarking Best 
Practices in the Quality Change Process
Merrill, Peter

Failure of a quality initiative, either in part or in whole, can happen to any organization. What 
differentiates successful organizations is that they learn from their failures and do it right the second 
time. Author Peter Merrill takes you sequentially through the activities required to lead a lasting 
change, from vision to final realization. More importantly, he stresses the balance between process 
improvement and people improvement. Throughout the book are checklists, tables, questionnaires, 
and other helpful tools to support your quality implementation. In addition, Merrill supplies examples 
showing you what went wrong with other organizations and the successful course of corrections 
they made. Merrill captures many of the developments of the intervening years since the first edition 
of this book, particularly Six Sigma and lean. Three completely new chapters on ISO 9000 will draw 
the reader into systems thinking, discourage overdocumentation, and encourage the use of 
measurement to drive improvement. The new Chapter 23 shows the linkages between ISO 9000, 
Six Sigma, and excellence awards. 
This book embraces the essentials of quality management, presents them in a simple format, and 
gives you a sense of flow as you implement

400 sivua. ISBN 978-0-87389-733-4. Pehmeäkantinen. 2009 
Tilausnumero: H1320

Root Cause Analysis: The Core of Problem Solving and Corrective Action
Duke Okes

We live in a complex world. People and organizations often don’t believe they have the time to 
perform the in-depth analyses required to solve problems. Instead, they take remedial actions to 
make the problem less visible and implement a patchwork of ad hoc solutions they hope will prevent 
recurrence. Then when the problem returns, they get frustrated—and the cycle repeats. This book 
provides detailed steps for how to solve problems, focusing more heavily on the analytical process 
involved in finding the actual causes of problems. It does so using a large number of figures, 
diagrams, and tools useful for helping make our thinking visible. The primary focus is on solving 
repetitive problems, rather than performing investigations for major incidents/accidents. Most of the 
terminology used is everyday language and can therefore also be used for applications in their 
personal lives. Many of the examples will involve situations with which the reader will likely be 
familiar. 
The focus of the book not on statistics but instead on the logic of finding causes. It has sometimes 
been described in training workshops as “Six Sigma lite”…problem solving without all the heavy 
statistics.

200  sivua. ISBN 978-0-87389-764-8. kovakantinen. 2009 
Tilausnumero: H1363


