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Introduction

The quality policies and guiding principles 
described in this document make up STR’s 
worldwide quality program, Quality in Action. 
Fundamental to our success is the unified 
focus on meeting and exceeding our clients’ 
expectations and requirements and the support  
of our quality leadership at all levels and  
across all boundaries.

STR defines “Quality” as the result of all activities 
of the company, worldwide, being planned, 
deployed, and controlled effectively and efficiently 
to meet or exceed requirements as defined by our 
clients. Quality in Action establishes the minimum 
control system requirements to achieve quality 
by identifying, understanding, and managing the 
risk factors that challenge our ability to plan and 
control our business processes to meet and 
exceed those requirements.  

STR’s goal is excellence in everything we do, in 
every corner of the world; we will accept nothing 
less than superior quality that exceeds our clients’ 
expectations 100% of the time.

STR’s Standard of Business Conduct is to do the 
right thing. Our Standard of Business Performance 
is to do it right the first time, every time.

At the end of the day, quality is achieved only  
when the client says their requirements were met 
on time, every time, without error.  
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STR’s Guiding Principles

n	 Management will actively participate in the quality process and will set  
	 an example by its visible commitment to achieving quality.

n	 The integrity of products and services we provide to our clients must 
	 be held at the highest standards of quality so that STR’s reputation and  
	 credibility are unquestionable.

n	 Through effective planning, documentation, monitoring, communication, 
	 and a clear understanding of our clients’ needs, we will exceed their  
	 requirements and expectations.

n	 Pursuing excellence in all sales, services, technical support and  
	 operations activities will drive business growth. 

n	 STR will continue to identify, measure, and improve against key business 
	 performance benchmarks.

n	 Quality is all encompassing.  It applies unconditionally to internal  
	 and external clients, to all tasks, and in all activities.

n	 The management team of STR is committed to continually improve the 
	 way we do business. Quality is an integrated part of our every business 
	 day and every job, and every employee is accountable for the quality of  
	 his or her own work.

n	 Continual process improvement is achieved through teamwork, a sense 
	 of ownership, and communication of best practices. Each employee is 
	 expected to continually improve and expand their capabilities, and to  
	 apply these to enhance the effectiveness of the company in delivering  
	 valued products and services to our clients.

n	 Management by prevention of errors at the source is the best practice.   
	 STR’s quality leadership is supported by a management team focused  
	 on error prevention and continued process improvement.
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Purpose

The purpose of this document is to articulate the minimum control  
systems and operating processes required worldwide to manage potential 
risks that may challenge our business processes. Quality in Action 
embraces our guiding principles and values into a unified, harmonized 
program. The program ensures that STR employees and affiliates are 
aware of the company’s position on how our business must be run and 
understands that the company expects them to adhere to the stated  
policies and procedures while conducting STR business.

Quality in Action umbrellas numerous lower-tier documents that further 
detail related policies or global standard operating procedures that support 
quality management operations and business processes.  

The management systems described herein are modeled to eliminate or 
mitigate potential risks to STR business processes. Each element of the 
management systems processes has four sub-elements: 

1. Processes – management systems or business processes;

2. Risks – factors that have been identified as representing the most 
significant challenges to achieving STR quality functions (that is, the  
guiding principles and general business processes) that should be 
addressed by suitable control activities;

3. Strategy – control activities deployed to eliminate or mitigate particular 
risks or challenges to the systems or business processes;

4. Tests – assurance testing plans of the control activities.

Application

The Quality in Action program applies to all STR business operating units, 
affiliates, and associates working for or representing STR.
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Quality in Action: The Program

Quality Management System (QMS)
Every STR business unit and affiliate shall establish, document, implement, 
and maintain a quality management system appropriate to their core 
business and designed to continually improve the effectiveness and 
efficiency of their organization’s performance. 

Without formal quality management systems in place, we would not be able 
to consistently provide our clients with value-added products and services 
delivered with globally harmonized standards of performance.

STR ensures that each business unit is empowered with the operational 
independence required to achieve and maintain certification or accreditation, 
while continuing to function under centralized oversight and harmonization 
from the Corporate Office’s Director of Quality, headquartered in the  
United States.  

n	 Business units that provide laboratory services should attain accreditation 
	 for technical competency and proficiency in their areas of expertise, based  
	 on an internationally-accepted standard such as ISO17025 or its  
	 equivalent, by a nationally-recognized accreditation body. 

n	 Business units and affiliates that provide non-laboratory services such  
	 as product inspections and social accountability auditing should establish 
	 documented quality systems based on internationally-accepted standards 
	 such as ISO10720 and SA8000 to ensure effective management and  
	 proficiency in the field.

n	 Manufacturing business units should establish documented quality  
	 management systems based on internationally-accepted standards  
	 such as the ISO9000 series of standards to ensure product consistency, 
	 reliability, and highest competitive values. 

Conformance to the STR Quality Assurance Program is monitored by the 
Corporate Director of Quality through internal audits and management reviews 
from each operating unit.     
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Code of Business Ethics

STR is committed to meeting the 
highest standards of business conduct, 
maintaining operations that are fully 
compliant with laws, regulations, company 
internal policies and procedures, and 
adhering to and exemplifying the STR 
Guiding Principles in all business activities 
and relationships with our clients, 
suppliers, communities, affiliates, and 
employees.

The STR Code of Business Ethics is a 
binding agreement to conduct oneself 
with the highest standards of integrity and 
to promote the company’s principles of 
unparalleled business ethics and highest 
quality standards.

STR defines “Quality” as the result of all 
activities of the company, worldwide, being 
planned, deployed, and controlled effectively  
and efficiently to meet or exceed requirements 
as defined by our clients.
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Responsibility of the Corporate Director of Quality

The Corporate Director of Quality will manage the STR worldwide  
quality program and is responsible for:
n	 Planning, implementing, evaluating and maintaining the program;
n	 Developing and implementing all corporate-wide quality programs  
	 and initiatives;
n	 Investigations, reviews, and evaluations of quality concerns that  
	 have global or corporate implications;
n	 Communications of quality and compliance standards across  
	 the company;
n	 Ensuring that affiliates and independent third parties working for  
	 or representing STR understand and comply with relevant compliance 
	 policies;
n	 Communication of critical information to the Senior Management  
	 during the Quarterly Management Review. 

Each employee should be evaluated for their support and contributions to 
the quality program of their respective business unit as part of their annual 
performance reviews. Positive contributions to STR quality work standards 
should be appropriately recognized.

Planning

Continual improvement of product and process performance requires 
planning and control. Quality management at each business unit location 
shall establish their organization’s strategic quality objectives that will lead 
to improvement of the organization’s product and process performance, 
meeting or exceeding client expectations.

Through strategic planning, the integrity of STR products and services 
provided to our clients will be at the highest level of quality so that our 
business reputation and credibility remain unquestionable.

Regional management is responsible for identifying and initiating program 
improvements. As required, regional management will initiate process or 
procedure improvements relevant to their areas of expertise.

The improvement objectives should be measurable to facilitate an  
effective systematic review of product and process performance  
by STR quality management.

Responsibilities

Quality in Action involves all parts of the STR organization, including our 
network of business affiliates. The program’s success depends upon every 
STR employee’s commitment and sense of ownership to quality.

Responsibilities and obligations must be clearly articulated at each level 
within the organization’s hierarchy in order to effectively manage processes 
to eliminate or mitigate potential business and technical risks and to 
strategically plan activities to achieve quality.

Employees are the core of the Quality in Action program. Each employee is 
responsible for the quality of his or her own work and has the obligation to:
n	 Adhere to their business unit’s quality program and be familiar with  
	 all policy statements,
n	 Learn the details of the STR worldwide quality program, 
n	 Seek assistance from STR leadership when needed to clarify questions  
	 about application of the quality program or implementing procedures. 

Directors and managers are responsible for the actions of the employees they 
oversee. As employees, managers have the responsibilities listed above as 
well as additional obligations that include:
n	 Ensuring all employees affirm their business unit’s quality program;
n	 Leading by example, using their own behavior as a model for  
	 all employees;
n	 Providing appropriate employee training on required skill sets;
n	 Creating a quality culture that promotes understanding, acceptance,  
	 and compliance with local and corporate quality programs, and  
	 encourages employee commitment to achieving competitive excellence;
n	 Evaluating employee performance in supporting and contributing to  
	 STR’s worldwide quality program;
n	 Developing employee understanding that achieving excellence in  
	 business performance cannot be realized without maintaining the  
	 highest standards of quality in STR products and services.
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Program applies to test labs, field audits/inspections and manufactured 
products. The Corporate Director of Quality has the responsibility of 
overseeing all aspects of the Vital Few Quality Measures Program.  

Each STR business unit and affiliate is required to include in its quality 
program the Vital Few Quality Measures. The results of the measurements 
are displayed locally and reported monthly to the Corporate Director  
of Quality.   

Continual Improvement

STR quality management will continually seek to improve the effectiveness 
and efficiency of the work standards and processes of the organization.  
Improvement can range from small, ongoing projects to strategic 
breakthrough projects.  

Our clients determine when we have achieved quality. And this can only be 
realized through continual improvement in the way we work, the systems 
we innovate, and the focus we share for exceeding their expectations.  
Complacency and satisfaction with the status quo of STR products, 
services and market share will not drive competitive excellence, but will  
lead to business decline.   

The organization must continually improve the effectiveness of the quality 
management system through use of objectives planning, internal audit 
results, corrective and preventive actions, management reviews, and  
careful listening to the voice of the client.  

Corporate Management Review is the platform for evaluating the 
effectiveness of improvement initiatives and strategic planning of major 
improvement projects. Corporate management will actively participate in  
the process to set an example by its active commitment to quality.

Correlation studies are an important part of the Testing and Quality 
Assurance (T&QA) Division’s global harmonization and technical 
proficiency. At a minimum, inter-laboratory correlation studies are 
planned and conducted annually among STR’s global laboratory network, 
including affiliates, to measure repeatability and reproducibility, technical 
proficiency, and consistency. All T&QA operating units are required to 
participate in these correlation studies. The results of these correlations 
are communicated throughout the organization, discussed in management 
reviews, and serve as the driving force for competitive excellence.  

Management Review

The Corporate Director of Quality has the responsibility of reviewing 
the organization’s quality management systems beyond verification of 
conformance. Management review is designed as a platform for the 
exchange of new ideas, with open discussion and evaluation of processes 
that will provide data for use in planning for performance improvement  
and continued harmonization throughout the entire STR organization, 
including the business units and affiliates who represent STR.

Senior management process evaluation and planning are essential to 
maintaining STR’s fundamental system of centralized management, regional 
coordination, and local execution that allow us to deliver accurate results to 
our clients quickly and cost effectively. 

The Corporate Director of Quality is responsible for planning and  
facilitating a periodic management review of each operating business 
unit and an annual Corporate Management Review Meeting with STR’s 
executive management.

Measurement and Analysis

Measurement data is important for making fact-based decisions.  
Management should ensure effective and efficient measurement, collection, 
and validation of data to ensure the organization’s performance and client 
satisfaction. Management should define and implement effective measuring 
and monitoring processes, including methods and devices for verification 
and validation of products and processes to ensure the satisfaction of our 
clients’ needs.

In order to establish appropriate confidence levels in test data, the 
measuring and monitoring processes shall include confirmation that devices  
are fit for use and are calibrated to suitable accuracy and accepted 
standards.

Fundamental to STR’s commitment to continued improvement is the 
recognition that what can be measured, can be improved.  STR has 
developed a worldwide continued improvement program called “Vital Few 
Quality Measures”. These are measurable elements of STR’s business 
operations and services that are considered most important to our clients in 
terms of overall reliability and satisfaction. The Vital Few Quality Measures 
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Voice of the Customer (VOC)

In order to meet and exceed the 
expectations of our clients, we must 
be able to identify and understand 
their current and future needs, 
maintain a balanced response 
to their needs and expectations, 
and translate those needs and 
expectations into requirements that 
are communicated throughout the 
organization.

Client feedback, through market 
competitive analysis and focus 
groups, is essential to identifying 
opportunities for business process 

improvements that will increase our competitive advantage, market share, 
and product and service value.

STR business units are expected to routinely survey clients to understand 
and measure their satisfaction with our products and services and how we 
are perceived in relation to our competition.

The results of client satisfaction surveys and complaint investigations will be 
evaluated by the Corporate Director of Quality during management review 
sessions. The data obtained will be used to plan improvements in business 
processes targeted directly at all but superior client-satisfaction responses. 

Preventive Actions

Corrective and preventive action plans are used as tools for improvement.  
Corrective action and planning preventive action include evaluation of  
the significance of problems in terms of actual or potential impact on our 
clients, impact on performance of the organization, root cause analysis,  
risk assessment, immediate corrective actions, and planned actions to 
prevent recurrence.  

This is the most significant process to identify, understand and manage risk.   
Root cause investigations and corrective actions are reactions to business 
processes that have been compromised or processes that were not properly 
formulated, leading to errors and omissions, client dissatisfaction; and 
taken to the extreme, may result in loss of client loyalty, breach of contract, 
or undesirable legal actions. A preventive action takes into account the 
mitigating factors and provides the systems of checks and balances to 
prevent those circumstances that challenge our business. Without this tool, 
we could not effectively improve our long-term performance as measured in 
terms of quality (client satisfaction) or market share. 

The Corporate Director of Quality or any business unit manager or quality 
leader may appoint a primary investigator for any quality investigation.  
Each operating unit’s quality leaders will provide the resources necessary 
to investigate issues and incidents and develop necessary corrective and 
preventive actions to address processes and procedural improvements 
raised in a quality investigation.   

The Corporate Director of Quality is responsible for the follow up of 
international quality investigations to ensure effectiveness of the actions,  
and will inform executive management of investigations that have the 
potential to significantly impact the company or its clients.  
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A preventive action takes into account the mitigating factors and provides the systems 
of checks and balances to prevent those circumstances that challenge our business. 
Without this tool, we could not effectively improve our long-term performance as 
measured in terms of quality (client satisfaction) or market share. 



Prohibition of Retaliation

Retaliation against an employee for reporting a quality or ethics concern, or 
for cooperating in an investigation, is absolutely prohibited. One of the most 
important elements of Quality in Action is an open and trusting environment 
in which the employees are encouraged to, and are comfortable with, raising 
concerns about behavior inconsistent with STR’s Quality Policies, Work 
Standards, Guiding Principles, and Code of Business Ethics.  

Open communications with the Corporate Director of Quality, the Director 
of Human Resources, and the Chief Operating Officer are available to  
each and every employee and affiliate. Further, anonymous notification  
of apparent policy violations can be reported through the STR Ethics Hot 
Site at: www.STRethics.com.

Communications

Objectives should be communicated throughout the organization in  
such a way that employees in the organization can contribute to the 
continued improvement.   

STR’s Corporate Director of Quality is responsible for identifying key 
personnel and for disseminating important ethics, quality, and compliance 
communication messages across the company.

Dissemination of Policy

The Corporate Director of Quality will disseminate the STR quality program 
through each regional STR office or affiliate.   

Policy Review
 
This Program may be revised or amended from time to time, and new 
versions shall be distributed to all STR business units and affiliates.  

The STR Corporate Director of Quality will review this program annually.
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