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Graduate Certificate in Quality Assurance in Business

Quality Management Systems

Quality Management Systems (QMS) are vital components of any organization striving to achieve excellence
in their products and services. QMS refers to a set of policies, processes, and procedures required for
planning and execution in the core business area of an organization. It focuses on meeting customer
requirements and enhancing their satisfaction through continuous improvement. In the context of the
Graduate Certificate in Quality Assurance in Business, it is essential to understand the key terms and
vocabulary associated with Quality Management Systems to effectively implement and manage quality
within an organization.

1. **Quality:** Quality is a critical aspect of QMS, representing the degree of excellence of a product or
service. It is essential to meet or exceed customer expectations and comply with industry standards and
regulations. Quality can be measured in terms of performance, reliability, durability, and conformance to
specifications.

2. **Management:** Management in the context of QMS refers to the leadership and oversight of quality-
related activities within an organization. It involves planning, organizing, directing, controlling, and
continuously improving processes to ensure quality objectives are met.

3. **System:** A system in QMS refers to a structured framework of interconnected elements working
together to achieve quality objectives. It includes processes, procedures, resources, and responsibilities
designed to ensure consistency and effectiveness in delivering products and services.

4. **1SO 9001:** ISO 9001 is an international standard for QMS developed by the International Organization
for Standardization (ISO). It provides a framework for organizations to establish, implement, maintain, and
continually improve their quality management systems. ISO 9001 certification demonstrates an
organization's commitment to quality and customer satisfaction.

5. **Process:** A process is a series of interrelated activities or steps that transform inputs into outputs. In
QMS, processes are essential for achieving quality objectives and delivering products and services that meet
customer requirements.

6. **Plan-Do-Check-Act (PDCA) Cycle:** The PDCA cycle is a four-step management method used for
continuous improvement in QMS. It involves planning (identifying objectives and processes), doing
(implementing the plan), checking (monitoring and measuring results), and acting (making necessary
adjustments for improvement).

7. **Quality Policy:** A quality policy is a formal statement by top management that defines the
organization's commitment to quality. It establishes the quality objectives, responsibilities, and framework
for achieving and maintaining quality standards within the organization.

8. **Quality Objectives:** Quality objectives are specific, measurable goals set by an organization to achieve
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quality improvement. They are aligned with the organization's quality policy and are essential for driving
continuous improvement and meeting customer requirements.

9. **Customer Satisfaction:** Customer satisfaction is a key focus of QMS, as meeting or exceeding
customer expectations is crucial for business success. Organizations must understand customer needs,
preferences, and feedback to enhance satisfaction and loyalty.

10. **Continuous Improvement:** Continuous improvement, also known as Kaizen, is a fundamental
principle of QMS aimed at enhancing processes, products, and services over time. It involves identifying
opportunities for improvement, implementing changes, and monitoring results to achieve incremental
enhancements.

11. **Risk Management:** Risk management is the process of identifying, assessing, and mitigating risks
that may impact the achievement of quality objectives. It is crucial for proactive decision-making and
ensuring the long-term success of QMS.

12. **Document Control:** Document control is a key element of QMS that involves managing, organizing,
and controlling documents related to quality processes, procedures, and records. It ensures that the right
documents are available to the right people at the right time.

13. *Nonconformity:** Nonconformity refers to any deviation from specified requirements or standards
within QMS. It can result from product defects, process failures, or noncompliance with regulations.
Managing nonconformities is essential for maintaining quality and customer satisfaction.

14. **Root Cause Analysis:** Root cause analysis is a systematic process used to identify underlying causes
of problems or nonconformities within QMS. By understanding the root causes, organizations can
implement corrective actions to prevent recurrence and improve processes.

15. **Supplier Quality Management:** Supplier quality management involves evaluating, selecting, and
monitoring suppliers to ensure they meet quality requirements and deliver products and services that meet
customer expectations. Effective supplier management is essential for maintaining quality throughout the
supply chain.

16. **Internal Audit:** An internal audit is a systematic examination of QMS processes, procedures, and
records conducted by internal auditors to assess compliance with quality standards, identify areas for
improvement, and ensure the effectiveness of the QMS.

17. **Corrective Action:** Corrective action is a proactive response to nonconformities or deviations
identified within QMS. It involves investigating the root cause, implementing corrective measures, and
verifying the effectiveness of the actions taken to prevent recurrence.

18. **Preventive Action:** Preventive action is a proactive approach to identifying and addressing potential
issues or risks before they occur within QMS. It aims to eliminate the root causes of problems, prevent
nonconformities, and improve overall quality performance.

19. **Key Performance Indicators (KPIs):** Key performance indicators are measurable metrics used to
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evaluate the performance of QMS processes and activities. KPIs help organizations track progress, identify
areas for improvement, and make data-driven decisions to enhance quality.

20. **Benchmarking:** Benchmarking is a strategic tool used in QMS to compare organizational processes,
products, or services against industry best practices or competitors. It helps identify opportunities for
improvement and set performance targets to achieve excellence.

21. **Total Quality Management (TQM):** Total Quality Management is a holistic approach to quality that
involves the entire organization in continuous improvement efforts. TQM focuses on customer satisfaction,
employee involvement, process improvement, and leadership commitment to achieve excellence.

22. **Six Sigma:** Six Sigma is a data-driven methodology used in QMS to improve processes, reduce
defects, and enhance quality by minimizing variation and achieving near-perfect performance. It involves
defining, measuring, analyzing, improving, and controlling processes to meet customer requirements.

23. **Lean Manufacturing:** Lean manufacturing is a systematic approach to eliminating waste, improving
efficiency, and optimizing processes within QMS. It aims to maximize value for customers while minimizing
resources, time, and effort through continuous improvement.

24. **Quality Circle:** A quality circle is a small group of employees within an organization who meet
regularly to identify, analyze, and solve quality-related issues. Quality circles promote employee
involvement, teamwork, and continuous improvement in QMS.

25. **Failure Mode and Effects Analysis (FMEA):** Failure Mode and Effects Analysis is a systematic
technique used in QMS to identify potential failure modes of products or processes, assess their impact, and
prioritize actions to prevent or mitigate risks. FMEA helps organizations proactively address quality issues
and improve reliability.

26. **Cost of Quality:** The cost of quality refers to the total expenses incurred by an organization to
achieve and maintain quality standards. It includes the costs of prevention, appraisal, internal failures, and
external failures. Managing the cost of quality is essential for optimizing resources and improving
profitability.

27.**Quality Function Deployment (QFD):** Quality Function Deployment is a method used in QMS to
translate customer requirements into specific product or service characteristics. QFD helps organizations
prioritize features, design products to meet customer needs, and ensure quality throughout the
development process.

28. **Just-in-Time (JIT):** Just-in-Time is a production strategy used in QMS to minimize inventory, reduce
lead times, and optimize production processes by delivering products or services at the right time, in the
right quantity, and with the right quality. JIT aims to eliminate waste and improve efficiency.

29. **Capability Maturity Model Integration (CMMI):** Capability Maturity Model Integration is a framework
used in QMS to assess and improve the maturity of an organization's processes. CMMI provides a
structured approach to optimizing process performance, enhancing quality, and achieving business
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objectives.

30. **Balanced Scorecard:** The Balanced Scorecard is a strategic management tool used in QMS to align
business activities with the organization's vision and strategy. It measures performance across financial,
customer, internal processes, and learning and growth perspectives to drive continuous improvement and
achieve long-term success.

In conclusion, understanding the key terms and vocabulary associated with Quality Management Systems is
essential for professionals pursuing the Graduate Certificate in Quality Assurance in Business. By mastering
these concepts, individuals can effectively implement, manage, and improve quality within their
organizations, ultimately driving customer satisfaction, operational excellence, and business success.
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