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How the experts tend their own sho p
___________________________________

A shift to management quali ty at Ande rsen meant ful l-scale reorganization

BY CAR LIE ORESKO VITCH
Specia l to The Globe and Mail

How does a company that speci ali zes in tel-
li ng others how to run their affa i rs go about
ke epi ng its own hou se in order?

In the case of Ande rsen Con sul t i ng, the
in ter nation a l fir m of management and tech-
nology con sul tants, the answe r is a for mal
prog ram of tot al qu ali ty management. The
or ganization has more than 26,000 people
in 151 offic es in 47 cou ntr ies. In Cana da,
mo re than 700 profe ssi onals operate out of
offic es in nin e cities.

One ele ment of Ande rsen’s TQM pro-
gr am involves a cli ent repor t card – and An-
de rsen is ple ase d with its marks.

Ro ber t Duel k s , ma n agi ng par tner, ser vic es,
is in charge of quali ty initiative s in Ande rsen
Cons ulting Cana da’s Toron t o offic e. He says
ge tting a for mal evaluation has not change d
the way the company tradit ion a l ly addre sses
is s ues.

"One thing Ande rsen is ver y good at is
li stening to cli ents and addre ssi ng thei r con-
cer ns," Mr. Duelks says . "This sur vey as-
sure s us that we’re lis tening to all cli ents and
enabling and encou rag ing eve ry cli ent to giv e
thei r input."

The cur rent quali ty management progr am
replaces a "q uality assuranc e" sys tem that had

been in place for about 18 years. The old
syst em inv olved assessing quali ty at various
che ckpoin t s that had been est ablis hed in
cons ult ation wit h cli ents, and meant bring ing
in another par tner armed with an ext ensiv e
set of che cklis t s ev ery three mon ths. The
proble m is that, "assuranc e im p lie s che cking
rather than managi ng", Mr. Duelks says .

Four years ago Ande rsen decid ed that
de eply embedde d qu ali ty facto rs wou ld be
bett e r than a per iodic checkli st, and came
up wit h a compreh e nsive two -part quali ty
ma n agement sys tem , on e part focus ed int e r-
nally and the othe r on the cli ent.

This company-wid e shift to management
qu ali ty ent aile d a reorganization from the top
down, from the cre ation of a chief quality
offic e r at world hea dqu arters dow n to local
ma n agement groups whe re the detailed wor k
is car rie d ou t by quali ty cou nci l s .

"The purpose of the quali ty cou nci l team
is to look at the processes in the offic e and
the way the processes sup por t the primary
missio n in the life cycle of the proje ct," Mr.
Duel k s says . Thes e coun cils , which meet
abou t ev ery six weeks, share best practic es
and successfull change s , an inv ento ry is made
and othe rs are encou rag ed to ado pt the prin-
ci p les inv olved .

The other par t of this quali ty goa l is the

ex ter nal rev i ew, a standard sur vey that ask s
cli ents to not e thei r satisfact ion and evaluate
cer tain items of impor tanc e su ch as how
wel l they fel t the company con sul tation team
scored on facto rs such as tim eli nes s – how
qu ickly we were able to respond and deal
with a problem or situation and implem e n t a
solu tio n, and the ease of acces sib i lity of get-
ting que s tion s answe red ."

Mr. Duelks not es that cli ents may be more
fr ank in their assessments when faced with
a confid e n tia l survey, and wil l prov ide a "c om-
preh e nsive vie w of what our cli ents have been
thinking about us."

The sur vey inv olves 28 que s tion s, whi c h
cli ents rank on a five unit scale. Ande rsen
sevi ces receiv ed an ave r age of 4.7 in the lat-
est res ult s.

This was only the secon d ye ar usi ng the
survey, but Mr. Duelks says that the re was a
signific a n t im prove ment ove r the first year
fig ure s becaus e of the change s that had been
im p lem e n ted .

He not es that ask ing such que s tion s cl oses
the loop in their ser vic e, and has the fun ction
of showing whether they hav e been success -
ful or not, whether change s we re ben eficia l.
"If it was easie r fo r us but not better for the
cli ents, then it has not been successful," Mr.
Duel k s says .
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