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Do you aspire to become a Quality 
Management Representative (QMR) or MR 
(Management Representative) of an ISO 9001-
certified company? Or, are you currently 
holding that title or position but you are in 
doubt and do not know exactly what you 
should be doing? Perhaps, this article may 
help you a bit in some way. 
 
ISO 9001:2008 standard requires that the ―Top 
management‖ of a company operating a 
quality management system (QMS) or one that 
is ISO 9001-certified ―shall appoint a member 
of the organization’s management who, 
irrespective of other responsibilities, shall have 
responsibility and authority that includes 
 
a)   ensuring that processes needed for the 
quality management system are established, 
implemented and maintained, 
 
b)   reporting to top management on the 
performance of the quality management 
system and any need for improvement, and 
 
c)   ensuring the promotion of awareness of 
customer requirements throughout the 
organization.‖ 
 
Any ISO 9001-certified company is usually a 
―Supplier‖ of service/s or products directly to a 
Contract Awarder or to its Prime Contractor. 
Some examples of Contract Awarders are: 
Saudi Aramco, Qatar Airways, Saudi Telecom 
Company (STC), among other. 
 
The ―Suppliers‖ are the companies that are 
awarded with Contracts with certain 
specifications (legal stipulations) that must be 

met; otherwise, certain penalties for not 
complying with such specifications are legally 
imposed on said Supplier/s. One Supplier to 
Saudi Aramco, for instance, is a manufacturing 
firm that manufactures steel pipes or fiber-
glass pipes used in channeling the flow of 
extracted natural oil and gas under the ground. 
One kind of Supplier to Qatar Airways, for 
example, is a food catering company that 
caters the food of the airline’s passengers for 
every flight. One Supplier to Saudi Telecom 
Company may be a company that specializes 
in Value-Added-Services (VAS) that links the 
Telco operator with large media companies 
around the world. 

 
Saudi Aramco, Qatar Airways, and STC (the 
Contract Awarders) do not necessarily need to 
become ISO 9001-certified companies 
because they are the Customers and as such, 
they rather dictate matters (their expectations 
or needs or wants) onto Suppliers. And said 
expectations are formally expressed in the 
Contract. 
 
The QMR or the MR represents his/her 
company in the world of quality management. 
There are two kinds of QMR or MR. One is the 
corporate QMR who is in charge of the entire 
corporate Quality Management System and 
who is mandated by the ISO standard to play 
the three roles indicated above. The other MR 
is the Project Manager of a company who has 
been awarded with a certain Contract. Upon 
the conversion of the Contract into a Project, 
the Project Manager is the de facto 
Management Representative for his company 
in the execution of the entire Project 
Implementation Plan which, in essence, the 
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Contract itself. It must be borne in mind, 
however, that the Project Management System 
(or Project Quality Management System) of the 
Project is derived or extracted from the 
corporate QMS. 
 
The corporate QMR (including the Project 
Manager) plays a critical role in his company. 
He/she has six key areas of responsibilities 
briefly explained below. 
 
One, the corporate QMR (but never the Project 
Manager) is the architect of the Quality 
Management System of his company. He is an 
analyst of policies, management systems and 
procedures. In developing the QMS, the 
corporate QMR works from top to bottom of 
the organization. The first thing he needs to 
develop is the Integrated Business flow in 
which all the activities (processes) needed to 
get and complete a Contract (the business) are 
shown interlinked or interconnected directly or 
indirectly to each other (Figure 1 at the bottom 
of this article shows an actual Integrated 
Business Flow of a real company).  
 
The Integrated Business Flow is relatively easy 
to develop (it is actually generic, i.e., 
applicable to all businesses that participate in 
Contracts); it also serves as one of the most 
effective and useful tools in orienting the rest 
of the company about the QMS. 
 
The second most important and very sticky 
and emotion-laden task to be done by the 
corporate QMR in developing the QMS is the 
functional Organization Chart. Oftentimes, he 
has to work hard with top decision makers in 
order to accomplish this task. When this is 
done (usually with a lot of bickering, ego 
massaging, and many times resulting in the 
resignation of managers), documenting the 
business processes that make up the QMS 
comes relatively easy. 
 
Two, the corporate QMR provides company-
wide quality education, training, and 
development to all employees. The corporate 
QMR is the sole person in his organization 
who knows practically what everyone is doing 

in the company. Yes, that’s true! And this 
makes him the best person to educate 
everyone about the operation of the entire 
company. He is also the person who is in a 
position to train every concerned person to 
operate the various business processes the 
documentation of which was led by him during 
the development stage. 
 
Three, he is the lead internal quality auditor 
and manages the internal quality audit process 
or program of the company. The audit function 
of the corporate QMR allows him to go to 
practically all the corners of the organization 
and scrutinizes every bit of activity (he is 
considered ―nosy‖—that is, always sniffing for 
something that does not smell good for the 
organization, so to speak), if necessary, then 
prepares and certifies his audit findings.  
 
As a lead auditor, his findings are ―certified 
facts‖ that can lead to the termination of one’s 
employment or that can lead one to resign 
from his work. He also goes to all project 
offices and leads internal quality audits in the 
project sites. Here, his presence is undeniably 
felt by everyone especially when he reports 
anomalies in Project executions. Having 
conducted full audits of the enterprise, the 
corporate QMR is in a position and authority to 
report to the Top Management the status of 
the QMS—that is, if it is running effectively or 
not; otherwise, an improvement/change 
initiative must be undertaken. 
 
Four, serves as project quality assurance 
manager/officer in all projects, as necessary. If 
the Contract requires a Project Quality 
Assurance Manager, the corporate QMR 
readily avails himself for the position; if not, he 
will nonetheless be going to the Project site to 
conduct internal quality audits throughout the 
duration of the Project. 
 
Five, facilitates and leads all 
change/improvement undertakings for the 
company. This is the most important and the 
most valuable economic function of the 
corporate QMR.  
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Here, he leads groups of company personnel 
in identifying organizational defects that are 
eating up company resources particularly 
money—known as the ―cost of poor quality.‖ 
Every improvement initiative being undertaken 
leads to saving of considerable amount of 
money for the company. 
 
Six, the QMS is like a human skeleton that 
holds all the body parts or a building structure 
that serves as shelter for all its dwellers; 
however, it is the eight quality management 
principles that give life or essence or spirit to 
the QMS.  
 
The corporate QMR is a role model and a 
leader and less of a manager. He serves as a 
catalyst; he is like a beacon guiding a 
distressed ocean vessel rocked constantly by 
its chaotic environment because of lack of 
unified system and governing procedures—
everyone acts independently and the unity, 
cooperation, and coordination are laid waste.  
 
He leads in the observance of the eight quality 
management principles—customer focus, 
leadership, people involvement, process 
approach, system approach to management, 
factual approach to decision making, continual 
improvement, and beneficial supplier relations. 
 
In the five main clauses of the ISO 9001:2008 
standard—4.0 QMS requirements, 5.0 
Management Responsibility, 6.0 Resource 
Management, 7.0 Product Realization, and 8.0 
Measurement, analysis, and improvement—
the corporate QMR is responsible for the main 
clauses 4.0, 5.0, and 8.0 and plays supporting 
roles in clauses 6.0 (as quality educator, 
trainer, and developer of human resources) 
and 7.0 (as project quality assurance officer or 
manager and internal lead quality auditor). 
 
In summary, the six key areas of 
responsibilities of a corporate QMR are these:  
 
a) responsible for the efficient and effective 
maintenance and administration of the QMS;  
 

b) provides company-wide quality education, 
training, and development of all employees;  
 
c) manages the internal quality audit process;  
d) serves as project quality assurance 
manager/officer in all projects as necessary;  
 
e) facilitates and leads all change/improvement 
undertakings for the company; and  
 
f) leads the observance of the eight quality 
management principles throughout the 
company. 
 
If you aspire to become a QMR, do not despair 
or lose hope in knowing the heavy 
responsibilities of the QMR/MR mentioned 
herein.  
 
Learning is a process and oftentimes it takes 
time to master an art. The secret is found in 
these two words: be interested. Yes, ―be 
interested‖ in becoming one; then start working 
persistently toward it–now.  
 
And the rest will fall into place. 
 
Let me know if you have any question. 
 
 
See also: 
 

 The Critical Role Of A Quality Management 
Representative 

 The Function of Quality Audit In Project 
Management 
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Figure 1 Integrated Business Flow of a Company 


