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CSA Consultants 
 

Quality Printing Services, Dubai, Case Study 
 

 
Quality Printing Services has been a part of the Dubai industrial landscape for over 20 years. A 
family run and well-established printing company, having at one time boasted to have been one 
of the largest manufacturers, exporters, packaging, commercial printing, paper converting, paper 
trading and handmade paper manufacturers in the UAE. 
 
In 2014, under the leadership of Mr Sandeep Bhatia, the company became accredited with 3 
ISO certificates; ISO 9001 (Quality), ISO 14001 (Environmental) and ISO 18001 (Occupational 
Health and Safety). These were going to be the way forward to bigger and better contracts. A 
badge to show existing customers and future customers that Quality Printing Services cared 
about them, their own staff and the impact the company had upon the environment. 
 
Unfortunately, as with many businesses that achieve accreditation, once they have it, 
they don’t use it or maintain it. This was the case with Quality Printing Services. In 
January 2015, with only weeks before the audit, Mr Sandeep Bhatia felt hemmed in with 
little prospect of achieving the required standard to maintain his accreditation. 

 

January 2015 – The First Meeting 
 
It was mid-January when we were sitting with Sandeep and his wife, Mitsu. He looked down and 
worried. When we asked him to explain what was wrong, it took a few moments for him to gather 
his thoughts. Eventually he told us the story. How the company had achieved the 3 ISOs, then 
with the certificates on the walls, they went after bigger contracts, in the old way. The processes 
and procedures that he had paid good money to put into place were forgotten. Habit had taken 
over. 

We weren’t too daunted, although after an initial walk around of the factory, the enormity of the 
task ahead became apparent. It wasn’t until he told us that the review was in March that our jaws 
dropped! We had between 6 and 10 weeks to review, replace and update documentation. 6 to 
10 weeks to embed new processes and procedures until they were second nature, but more 
importantly, 6 to 10 weeks to get the whole of the staff on board! 

 

Where to start? 

The immediate problem was the amount of waste materials around and in the factory. 
Dangerously blocked emergency exits, fire extinguishers out of date or empty, a general feeling 
of ‘who cares’. 

So the first act was to conduct a primary General Risk Assessment. This took over 2 hours. With 
sheets of risk pick up points, we turned our attention to the current documentation. Although the 
documentation was good, it was generic, not fitting the company’s processes, procedures or 
profile. It had also not seen light of day for over 12 months. 

With our Risk Assessments in hand and soft copies of the ISO documentation we went away to 
work out an action plan. 

 

Some hard truths! 

One of the hardest thing for a business owner to do is to let his ‘baby’ be taken over by others. 
However, that’s what Sandeep did. After sitting down with him and his wife, we went through the 
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considerable list of pickups, the missing documentation and the inadequate documentation that 
he had. He sat stunned.  

However, always ready for a challenge, we informed him that if he was willing to work with us, 
implement the changes needed both within the factory and the documentation, all could be 
saved. We went on to present him the first of several action plans.  

The initial action plan was split into 6 weeks. Each week had a list of tasks that had to be 
completed, checked and signed off. The tasked ranged from scrapping broken and unused 
machinery, clearing the emergency exits to producing notice boards for the work areas and staff 
areas in the office and creation of a staff handbook. 

The next 6 weeks were going to be tough. 

 

Weeks 1 to 3 

The immediate problem was we couldn’t see the smaller 
problems, the ones that catch you out because of the amount of 
material everywhere. 

Sandeep, encouraged with our positive attitude, decided to 
reduce the factory output, in order to put some of his staff on the 
clear out. 

We gave him a new mantra to say every day: 

“If you can’t use it, lose it! If you can’t shift it, gift it!” 

The factory itself is over 2 floors, the main shop floor, split into 6 
areas and a mezzanine floor used for offices and storage. It 
seemed as though every inch had something on it. The main 
concern was safety of the staff and any visitors, of which there 
were many.  

 

Years of material and broken machines blocked everywhere. 
Sandeep was extremely reluctant to let any of the old printers 
go. However, his new mantra ringing in his ears he 
succumbed, much to the surprise of everyone who knew him. 
From that moment on, we knew we were onto a winner. 
Sandeep had embraced change. Not change for the sake of 
change, but change because it meant a new start for Quality 
Printing Services. 

While this was going on, we got down to the task of the 
documentation. The documentation they had was good, but 
didn’t reflect the company. So, having sat with Sandeep and 
his staff, including HR, Sales, and Senior Production 
Supervisors I reviewed and rewrote the documentation. Once 
again, Sandeep committed his staff to the task. In doing so, 
what he didn’t realise was it allowed us the chance to begin 
getting the staff on board, building the team to achieve the 
goal. 

With each passing day, we carried out Risk Assessments 
and reviews of the Action Plan. As with all ISO preparation, 
the Action Plan is a living document and changes on a daily 
basis, either signing tasks off as complete, or adding new 
tasks as they appear. In total we had 5 Action Plans by the 
time of the review, copies of which went into the documentation as part of the record keeping. 
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Once some of the larger objects were either re-sited or scrapped, many smaller issues arose. It 
must be remembered that we were looking to renew 3 ISO’s, so each daily walk round had to be 
seen through 3 different criteria. Again, showing his commitment to the process and future of the 
business, Sandeep appointed one of his staff (one of our recommendations) to accompany us 
on our Risk Assessment walk around, so that they could take over the process when we had 
completed our commitment to Quality Printing Services. As we had seen with most of the staff, 
being part of the process gave them a sense of belonging. 

We had encouraged Sandeep to get all the staff together on a weekly basis to let them know 
what was happening, what still had to happen and to encourage their participation in the 
process. It made an obvious difference. As part of the process, new uniforms and safety shoes 
were purchased, and after a bit of encouragement, it was good to see the ‘team’ wearing the 
team colours. Even better was to see printers and their helpers cleaning their machines daily, 
the space around their machines and ensure that all waste and rags were properly disposed of. 
There was pride in the work space. 

Weeks 4 to 6 

What a difference the factory was, and visitors were noticing! Now 
that most of the waste had been removed we got down to the 
important tasks of putting into place the procedures and processes, 
documentation and record keeping required by the ISO accreditation. 

Every work space, office and factory, was checked against the 
documentation. Standard Operating Procedures were produced for 
every machine. Job Process Forms were now carefully completed, 
being signed off by the relevant person. There was now in place a 
paper trail to identify weaknesses and missing procedures. 

New signage was produced in house and erected. New procedures 
for visitors was instigated. Visitors are now invited to sign in, then 
given a safety brief in case of an emergency, this included how to get 
to the Assembly Point. 

A Staff Handbook was produced and each member of staff were 
issued it. Those who couldn’t read English, had it read to them in 

their native language. First Aid boxers were placed in the 
relevant areas, along with Accident Book and procedures. 

There were still lots to do, but we could all see the light at the 
end of the tunnel. The most encouraging aspect was the 
commitment of the Sandeep and the Staff. Having all of the staff 
closely involved in many of the aspects of ISO preparation 
allowed them to see and understand why things had changed, 
new procedures put in place and how they fitted in to the 
process. 

Somethings almost slipped by, but by doing the daily walk 
round, which was now being done by the PA/HR manager first 
thing in the morning, before our arrival, followed by a meeting 
with the CEO and Supervisors, these were quickly rectified.  

Final Touches 
 
Quality Printing Services had a pre-audit inspection on week 5 
of the process. The Auditor had reviewed the pickup points from 
the original audit and when she arrived was obviously pleased 
with the transformation. 



CSA Consultants – Case Study 1  Page 4 of 4 

As part of our commitment to Sandeep and Quality Printing Services, we were present and 
conducted the walk round with her. Have shown that all the previous pickup points had been 
resolved, we went on to point out a few areas she had missed, but we had Action Planned for 
rectification, with target dates in place. 
 
She left happy, stating that she would recommend the review Audit within the next 2 weeks. 
 
Although this effectively gave Quality Printing Services another 2 weeks, the pace didn’t let up. 
Some staffing issues were resolved and the transformation of the mezzanine storage area was 
complete. Final checks of the documentation, processes and procedures were carried out. Small 
amendments to some documents were made and recorded and a final briefing to all the staff 
was held. 
 

 
 
The Mezzanine Floor: Before                                                          and After! 

 

The Audit was carried out on a Saturday morning. We were about as ready as we could be. Staff 
had been briefed, documents ready and there was a positive feeling in the whole building. 

 

In just under 2 hours it was over. A few pick up points, luckily must had been actioned planned 
by the committee the Thursday before, which was a big tick in the box for Quality Printing 
Services, and the Auditor left. Just as he left he said he would be recommending that all 3 ISOs 
continue to be in force, and not to forget the pickup points! 

 

 

 

 

 

 

 

 

Any individuals or the agency described have given their permission for the example to be made 
publicly available. 


