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Definition & overview of quality & CSR 
management best practices worldwide

Challenge Optimum S.A.

« We do not inherit 
the Earth from our 

Ancestors, we 
borrow it from our 

Children. »

Antoine de Saint Exupery, Fench writer
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Let’s get acquainted
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Challenge Optimum S.A.

� Member of Worms & Cie 
(Safety management)

�Consulting, Training, 
Softwares

�Quality Management Systems 

� 600+ customers

�40 fields of activities

�from 2 et 70’000 employees

�Swiss and international 
customers

affiliatedcertified certifiedaccredited
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1) Quality & CSR management : definition and key 
motivation factors

3) Conclusion

Road map

2) Worldwide overview 
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Why managing quality & CSR ?

1) To achieve legal and 
voluntary objectives

Cost of Quality 

Procedures

Internal Quality Audits

Performance/risk management

3) To show evidences 
of good governance 

and CSR

IT Breakdowns 
/ failures

Cost of Non Quality 

2) To detect 
hidden defects
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International Accreditation Forum 2012 survey*

« Businesses are generating significant benefits and added 
value from accredited certification. » 

The value of accredited certification – Survey Report 2012, IAF, 

http://www.iaf.nu/articles/Accredited_certification_delivers_real_added_value/276

*4,191 respondents completed the survey from 41 different economies
Respondants : 69% quality managers, senior managers, purchasers, finance managers & marketing personnel 
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CSR & Quality management : 
8 Key Motivation Factors

1 – Ensure compliance with new Radio&TV laws

2 – Facilitate transition from state owned to PSB

3 - Capture market expectations more effectively

4 – Support technological changes proactively

5 – Get independent recognition on national market

6 – Implement competitive managerial practices

7 – Increase the brand value / revenue

8 – Show evidences of social responsibility
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All of them require to implement 
a very simple principle

Be able to show evidences of what 
the company states, at all levels
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Likely consequence of this mechanism : 
increased trust in products & services!

Source : 2014 Edelman Brand Sharing study

Result of Edelman Brand sharing study :

2013 : « a consumer desire for brands to be more 
transparent , participatory and engaging at every point 
along the product development and marketing cycle »

2014 : 
1) « People believe their relationships with brands are one 
sided . There is little value exchange. » 

2) « Brands must find news ways to fullfil  people’s 
emotional needs »

3) « The rise of the new consumer need state : 
fullfilling societal need drives business value »
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ISO 9001 : based on 8 key principles

10

Customer 
focus

Continuous 
improvement

Leadership

Mutually beneficial 
relationship with 

suppliers

Involvement of 
people

Process 
approach

Fact based 
decision making

Systemic 
approach

ISO 9001
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ISO 9001 : worldwide market penetration

Source : www.iso.org. Survey 2013
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Source : www.iso.org. Survey 2013
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http://www.dazeinfo.com/2012/10/21/global-ad-spend-trend-2012-internet-ads-fastest-growth-but-negligible-contribution/

Media % share of spend, year to date (2012) 
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http://www.dazeinfo.com/2012/10/21/global-ad-spend-trend-2012-internet-ads-fastest-growth-but-negligible-contribution/

Media By region year to year % change, year to date (2012) 
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Source : eMarketer, June 2014

A fierce competition is expected between non-advert ising 
based and ad based Media organizations

The need to implement customer focused TV production 
processes is crucial !
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Testimony of Toyota President : 
«What does becoming number one in the global automo bile 

industry mean to you ?

Harvard Business Review on Manufacturing Excellence at Toyota, 2008, Excerpt from the 
interview with Katsuaki Watanabe, Toyota President.

« To me, becoming number one isn’t about being the world leader in terms 
of how many automobiles we manufacture or sell in a year, or generating 
the most sales and revenue or profits. »

« Being number one is about being the best in the wor ld in terms of 
quality on a sustained basis . 

1995 : 26 2007 : 63 2014 : 67
Number of Toyota factories in the world

« We have never tried to become number one in terms of volumes & 
revenues; as long as we keep improving our quality, size will automatically 
follow. »
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Worlwide market share of the largest car manufactur ers 2013

Result : 

Toyota is the 
largest car 

manufacturer 
in the world!

Source : http://www.statista.com/statistics/316786/global-market-share-of-the-leading-automakers/
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Toyota Motor advertising spending in the United 
States in 2013, by medium (in million U.S. dollars)
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Overview of Toyota’s CSR activities
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World Economic Forum : Global Risks Landscape 2014

Source : World Economic 
Forum 2014
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Toyota's CSR Organization and Structures
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Toyota's CSR Organization and Structures
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Toyota’s Corporate Governance

Emphasizing Frontline Operations + Multidirectional Monitoring
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Compliance hotline response procedure
The Compliance Hotline in the chart below allows employees to have consultations 
concerning compliance-related issues and has been set up at an outside law firm 
(subcontractor). Upon request, the content of consultations is conveyed anonymously to a 
secretariat within Toyota and the details are investigated with scrupulous care to ensure 
that the identity of the employee having the consultation is not revealed. If the results of 
the investigation indicate a compliance-related issue, a response is immediately 

implemented.
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Conclusion

« As for the future, 
your task is not to 
foresee it, but to 

enable it »

Quality & CSR management leverages the long term success of 
any corporation, for the best benefit of society in general


