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Foreword

Q

uality is the Lean enabler. This is the conclusion I arrived at several years ago while performing a deep dive
on why most of the value stream mapping events we conducted
did not seem to deliver on their future state metric goals. Like
many companies, we were getting on the Lean bandwagon,
driving the change from process villages to a more cellular
style of manufacturing to enable flow and increase throughput
internally and at key suppliers. It became evident that all the
future-state promises in the world will never come true unless
the value stream is grounded in a foundation of quality. Why
do I say this?
Lean is all about creating value for the customer. One key
learning you’ll discover as you read this story is that procedures
alone, although important, do not necessarily represent what
the customer values. I am sure you will appreciate the questions
General Manager Mark Alexander of the Arctic Rose Company
(ARC) asks his packaging manager, Thomas Malus, relative
to the shirt he is wearing and his overall satisfaction with it.
Malus said he valued the comfort, the price, and the style of
the shirt. Who made it or the procedures used in producing it
were not important. The key lesson from this example is that
the customer defines value, not company procedures.
Anything that interrupts the flow of value reduces customer
satisfaction. When you start looking at what interrupts the
flow of value on a day-to-day basis, the root causes of these
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interruptions can be attributed to weaknesses in a company’s
quality system.
As you become engaged in the story, you’ll see how the
Arctic Rose Company represents so many thousands of companies worldwide—companies that have products customers
want to buy but who end up losing out to their competitors
due to an inability to meet customer demands. You’ll relate as
Mark learns of the value of establishing an ISO 9001 quality
system as a foundation to meeting the delivery goals his customers require, enabling him to head off his fierce competitor,
the Krote Corporation. An ISO 9001 quality system requires
implementing a robust process to identify, diagnose, and solve
quality problems that hinder deliveries. This robust process can
be considered somewhat of an “immune system” looking for
“sicknesses” within the value stream. Identification is followed
up with rapid diagnosis and a prescribed treatment.
At Hamilton Sundstrand, we call our company’s immune
system the Quality Clinic System. The Quality Clinic System
is essentially a Lean approach to resolving value stream interruptions (or sicknesses). It promotes quick communication to
diagnose and solve day-to-day problems. The Quality Clinic
System has been credited with driving down supplier escapes
and overall part per million defectives by 67% over the last 5
years. This has helped to enable flow.
A strong upfront design for quality process will “vaccinate”
the value stream against long-term diseases and reduce the
risk of warranty claims, customer returns, and field failures.
In the book, Mark and his team “vaccinate” against the Krote
competition by developing well-defined strategies for purchasing quality when selecting suppliers and a robust design quality and control system that help to control variation over the
long term.
Guderian and Renaud do an excellent and creative job of
linking the importance of establishing a quality system as the
prerequisite for implementing a Lean system. They take us on
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the Arctic Rose Company’s Lean journey, way in the distant
future. Traversing the bridge of time and space, the ISO 9001
quality system is used to enable ARC to meet its future state
goals. The journey is not unlike that of many companies today.
To truly achieve the customer’s perspective on what value is, a
company must first have a rock-solid quality system in place.
Only then can the full benefits of Lean be realized.
Enjoy the book and the journey within, and leave with the
understanding that quality is the Lean enabler.
Peter E. Teti, CQE, CQA, CQMgr
Technical Fellow, Quality Engineering
Hamilton Sundstrand, United Technologies Corporation
(860) 654-4800
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Preface

L

ean 9001: Battle for the Arctic Rose describes how
a company in the distant future uses ISO 9001 as a
business management tool and a Lean strategy enabler. We
hope that managers involved in implementing, maintaining, or
improving Lean, quality assurance and other business systems
will find the book helpful and entertaining.
The book contrasts different approaches to implementing
Lean and ISO 9001. It demonstrates how simple, common
mistakes can lead to disastrous results. It also illustrates how,
when implemented in the spirit in which they were conceived,
Lean and ISO 9001 complement one another to produce a successful, synergistic system. When they are not implemented in
the spirit in which they were conceived, ISO 9001 becomes a
bureaucratic, non-value-added burden, and Lean just another
passing fad destined for the scrap heap of management programs past.
Lean 9001 demonstrates how to do things right.
Although the story is fictional, it is based on actual situations that we experienced throughout our combined 40+ career
years in manufacturing and service operations. By implementing Lean and ISO 9001 in the manner described in this book,
companies can dramatically improve customer satisfaction and
profits. However, this book is by no means a comprehensive
study of Lean or of the ISO 9001 standard and it should not be
used as an implementation manual (many of the books we list
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as references are much better suited for this purpose). Every
company has its own unique set of challenges, and a “cookiecutter” approach to solving problems will almost always fail.
The methods outlined in this book should be customized—with
a good dose of common sense—for every company’s unique
requirements.
There are several reasons that we chose to use a novel to
discuss a modern approach to Lean and ISO 9001. First, we
want to revive some of the excitement that surrounded ISO 9001
when it was first issued. People need to realize that ISO 9001 is
the best quality management system standard ever published,
and that most companies still have a long way to go before they
realize its full potential. Leaders also need to realize the exciting possibilities of integrating ISO 9001 with Lean strategies.
What better way is there to paint a portrait of possibilities than
through a novel?
Secondly, we hope that this book will be read by a wider
group of people than those who would normally read a business book. There is still a huge untapped pool of people that
could benefit from understanding ISO 9001 and Lean strategies better.
Finally, we want people to see themselves and their colleagues in the book’s characters. We want people to laugh at
their past mistakes, and to realize that they are not alone in
having made them.
Enjoy.
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“Cursed is the ground because of you;
through painful toil you will eat of it
all the days of your life.
It will produce thorns and thistles for you,
and you will eat the plants of the field.
By the sweat of your brow you will eat your food
until you return to the ground . . .”
—Genesis 3:17-19 NIV

Scripture taken from the Holy Bible, New International Version®. Copyright © 1973, 1978,
1984. International Bible Society. Used by permission of Zondervan. All rights reserved.
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