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ISO Quality Management for Small Businesses 
 

About LEAPS Consulting 
We help organizations like yours achieve their vision, dominate the market/mission and 
exude value. We help organizations get better productivity, create passionately loyal 
customers, and provide services/products with fewer defects. We help your organization 
learn and get even better, but the learning comes first. Most of our clients are 
government agencies. We make your business quality an awesome offensive weapon. 
We help you create a “standard,” follow it, and then find a better way to execute it. 
Relentlessly. Our solutions juxtapose simplicity and power. We seek a single tiny Aha! 
moment that changes everything. What we offer is not a program with new artificial 
agendas. The magic is in our ability to collectively master lots of techniques and 
integrate them as a way of life. That's hard to come by and that’s what makes us 
different, makes us of value to you. We make your vision visual. We storyboard it, 
whiteboard it, backcast it, mindmap it, and measure it. We help you show people the 
gripping future and tell a powerful story using imagery to describe the journey and the 
goal. 
 
Interview conducted by: Lynn Fosse, Senior Editor, CEOCFO Magazine 
 
CEOCFO: Mr. Ratchford what is the concept and premise behind LEAPS 
Consulting? 

Mr. Ratchford: What we are all about is quality management. Having spent about 20 to 25 years focused on nuclear 
weapons processes and aircraft overhaul facility processes in the Air Force, I have a great appreciation for the importance 
with process compliance and the importance of reliability. I had leadership responsibilities, so the implementation of 
quality principles was more than an academic exercise for me; the application of those quality principles made the 
difference between life and death; mission success or failure. I have adopted those concepts into a discipline for small 
businesses. I believe the adoption of quality principles like ISO 001 and LEAN Six Sigma are critical for small businesses 
to compete for federal contracts successfully. Our company helps small business meet those quality certification 
standards 
 
CEOCFO: Would you give us an example of a common engagement for you and something a little bit more 
unusual so we can get a feel for the range of services you provide? 
Mr. Ratchford: For manufacturing and services, the most common quality standard is ISO 9001. It basically says you 
have to outline what your processes are for your business and you have to capture metrics that say how well you are 
doing it. You have to in fact be doing the processes, and you have to get better. There are about 208 different quality 
standards that you have to comply with, and with each one, there is an accredited external auditor (called a registrar) that 
comes in and sees if your company is in fact meeting the standards. That audit costs money, and I help companies make 
sure they pass the first time around. There are several ISO standards. We help companies get certified in IT Service 
Management (ISO 20000), Information Security Management (ISO 27000) and a few other ISO standards. 
 
CEOCFO: Give us an example. What would you look for that might be wrong with a company that you are able to 
spot because of your vast experience where others would not realize the relevance to a problem or a potential 
problem? 
Mr. Ratchford: It is a little more straightforward that that. There are about 208 ISO 9001 clauses companies must show 
the auditors evidence of compliance, but the difference I make in it is that I help companies build the infrastructure to 
make the ISO 9001 implementation “just the way we do work around here.” Our company’s implementation techniques 
allow clients to be certified the first time without waste, without repeat audits or any embarrassment of failing. We have 
been through the same training that the external auditors go through, so we are able to anticipate what the auditors look 
for and design an implementation approach that prevents clients from getting write ups and shortens the implementation 
time. The second benefit using LEAPS Consulting brings value to the client is because we have all been in a senior 
leadership position before; we know what it takes to run a company. With that leadership perspective, we can integrate 
the industry best management practices with the ISO required clauses. We then design an implementation approach that 
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not only meets the standards, but adds in the industry best practices like Lean Six Sigma, Balance Scorecard and Blue 
Ocean strategy. These are all techniques that the best companies in the world are adopting. We bring these techniques to 
small business and integrate it in their quality certification implementation. 
 
CEOCFO: Do you find that prospective clients are looking at the background of a company and its leadership 
more than in times past? 
Mr. Ratchford: I think prospective clients want value, they want a trusted advisor, and they want expertise. LEAPS 
Consulting brings those values to every engagement. Making fact based decisions is critical to the success of any 
organization. What is becoming more apparent now is that clients must have the performance measurements to make 
those decisions. For example, with the VA, America lost a good leader. The lack of integrity in the performance 
management system put some mud on the name of a good organization. LEAPS Consulting helps companies apply the 
concepts of performance management, including how to measure what is important, analyze what is important, insuring 
that you have data integrity, how to present that performance data and then how to improve. LEAPS Consulting takes it a 
step further and makes “learning “ a client strength. The VA story is an example of how if you do not apply the quality 
principles; you will be on TV trying to defend yourself. When USAID did their work in Afghanistan and cannot account for a 
couple billion dollars, that is evidence of bad performance management, an element of quality, so then you have to 
answer questions on TV for. That is just not good, and those two agencies are not unique. Poor performance 
management techniques are in place in the federal government and in private sector. If you do not do performance 
management properly, bad things will happen. LEAPS Consulting will help you do it right. 

 
CEOCFO: Why is it so hard to know when you are doing it wrong? 
Mr. Ratchford: It is not as easy as it looks. In fact, smart people in leadership are the biggest problem. Most senior 
leaders think that if you try hard enough, the work force will get it done, but there is a technique to performance 
management and quality. There is a way to prioritize, align the strategy, and a way to involve the work force n the most 
critical aspects to get the change accepted. If all those pieces do not come together, you get crap. Many leaders thinks 
they can take short cuts, and the consequences these short cuts are what you see happening in the newspaper and TV. It 
is not unusual. I would say 90 percent of the agencies/companies I work with have the same flawed concept about how 
they can skip steps. They take the obvious path like “I do not have to actually measure that is important.” I can keep the 
data in my head. The historical facts are these false paths lead to failure eventually. 
 
CEOCFO: When you engage with a company, do they tend to follow your recommendations and are you able to 
follow through and see if they are continually doing the changes that you are proposing or providing? 
Mr. Ratchford: That is a tough question. While I am implementing, we have a rapport, there is trust so generally, and we 
reach a mutual agreement on a way forward. As time goes on, there are new circumstances, new leadership, new 
pressures that drive different behaviors. So I have no delusions about the permanence of what we build now. If I am doing 
my job correctly, then many of the quality concepts we implement will endure or get even more ingrained in the fabric of 
the company or agency. I feel good when that happens. 
  
CEOCFO: How do you reach prospective clients? 
Mr. Ratchford: That is a challenge too. Ninety percent of my business is from referrals, although I also am one of the 
preferred providers for the SBA’s Mentor -protégé program under Virginia PTAP, Procurement Technical Assistance 
Program. When large companies decide to mentor with small companies under a mentor-protégé relationship, I am the 
vendor choice for quality standards implementation.  
 
CEOCFO: Is there overall much competition? 
Mr. Ratchford: Yes, there are two kinds of competition. The big accounting firms, such as, Deloitte, Arthur Andersen and 
Booz Allen plus the big defense contractors: Lockheed, General Dynamics, Boeing—all sell their quality management 
techniques. So, they are a piece of my competition. Thee are numerous small and medium quality management 
businesses as well. There is enough business to go around, but there are competitors out there and small businesses do 
have a choice.  
 

“Well we are not for everyone. Actually only about 50% the businesses we encounter of are 
a good fit with LEAPS Consulting.  
a) If your company is experiencing growth—and you need solid scalability 
b) If your company needs to compete with the large companies and you need a concrete 
infrastructure, then LEAPS can help you build it. 
c) If you need Quality Certifications to win more contracts, then LEAPS will get you therein 
record time and with best practices integrated. Hire LEAPS Consulting: We bring out the 
‘Awesome’ in your company.” - Monroe Ratchford 
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CEOCFO: What do you look for in your people? What are the intangibles and how do you know if someone is 
right? 
Mr. Ratchford: First off, I am looking for people who know how to be a leader or understand the importance of leadership, 
because I can train them to do just all the quality management techniques. If you do not have some sort of feel for how an 
organizations works, how things get done, and what motivates people, then it is a little harder to do our kind of quality 
consulting. First, I believe in “learning.” That is, there are so many new quality innovations and new business techniques 
out there, so you better keep up with those. Sometimes just reading a clip off a web page is not enough to get the depth 
that you need to answer questions and help your clients. I am looking for people who have leadership experience and 
who want to learn. I guess the final piece of it is that I am looking for people who just love quality. There is something 
artsy, so to speak, about trying to find a way to do things better and trying to find a way to expose the defects and 
eliminate wastes. If I am hiring a person and those concepts do not peak your curiosity, then all the things that go with 
innovation that come with passion for quality disappear with it.  
 
CEOCFO: How do you value quality without being a perfectionist to the point where it is a detriment? 
Mr. Ratchford: It is always a tradeoff. The truth is that before you implement any solution, you look for the ROI, the return 
on investment. You do not do the things that cost more money than they are worth. That is common sense. The other 
perspective is that as a leader, you have some clue about what it takes to run a business. You can drive people out of 
business with unreasonable perfectionism. By the same token, if you try to take the shortcut and do not put emphasis on 
the performance and you put the emphasis on something else, you are going to pay a price for that. I think GM’s woes are 
a witness to that now. The shortcuts they took 10 years ago are biting them in the butt now, and the shortcuts are more 
expensive when you try to fix them the second and third time. To me, quality has been given a bad name for detrimental 
perfectionism but sometimes that is just leadership’s excuse for not doing what is right. A good consultant can help 
companies work through the alternatives and the approaches. Every manager has to make short term and long term 
investments. Remember the basis of quality is “fit for function—in meeting the customer needs.” So if you are not putting 
the customer up front in your business decisions, you are doomed to ultimately fail. A the end of the day the biggest 
investment you can make is in your people and their attitude toward quality processes that turn out products/services 
without defects. If you do not standup for quality, that is, doing it right the first time, doing what will bring value for the 
customers, then only are you making a bad financial decision then you poisoning the minds of your workforce to accept 
mediocrity. That is not a formula for success. Quality application shines a light on those kinds of decisions.  
 
CEOCFO: You mentioned earlier about people who are in your company being able to motivate others. What 
might be something that would encourage people to embrace change or embrace quality that would surprise us 
and would not seem like the normal approach or maybe a little under the surface? 
Mr. Ratchford: I went to a small college in Colorado and I was a varsity NCAA wrestler. There is no better feeling than 
beating the big boys from schools like an Alabama, Michigan State, Ohio State, or Oklahoma. I get motivated to beat the 
biggest and the best. I think there is a little bit of that extra drive in an entrepreneur that says I am just as good as the big 
boys—maybe even better; Let me show you what I can do. I think that aggressive thinking is inherent in good 
entrepreneurs small business, but sometimes businesses just do not know how to bring the quality piece into the fight. If 
small business can master quality, they can win the fight for best product or service. It's LEAPS Consulting’s vision to help 
them get through that. 
 
CEOCFO: How is business? 
Mr. Ratchford: Revenue has doubled every year. I am still not a multi-million dollar company yet, but I am working that 
way, and it is getting better. I am going to have to do some things like the GSA schedule and other techniques to take it to 
the next level. 
 
CEOCFO: Is now the time? 
Mr. Ratchford: Yes, I am ready. 
 
CEOCFO: How do you spend your days as CEO of LEAPS? 
Mr. Ratchford: Business development, learning, contract execution, and surrounding myself with people smarter 
than me. I have to expand my thinking to get to the next level. I have to make sure my associates are working in a 
process that produces the best results. In my business, you are dealing with smart people, so it is a different management 
technique. I spend a great deal of time just getting out my employee’s way. It is a different style. At the same time, in all 
business it is all about the client relationship-- presuming that you have the performance stuff in place. It is all about 
making the relationship between you and the client and strong one, delivering value and the client seeing you as a trusted 
advisor.  
 
CEOCFO: How is Elrond? 
Mr. Ratchford: He actually has a little ear infection that we are trying to clean up, but he is still a blast and joy to the 
family. He is about six years old now, and is full of energy.  
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CEOCFO: Put it all together for our readers. Why pay attention to LEAPS Consulting? 
Mr. Ratchford: Well we are not for everyone. Actually only about 50% the businesses we encounter of are a good fit with 
LEAPS Consulting.  
a) If your company is experiencing growth—and you need solid scalability 
b) If your company needs to compete with the large companies and you need a concrete infrastructure, then LEAPS can 
help you build it. 
c) If you need Quality Certifications to win more contracts, then LEAPS will get you there in record time and with best 
practices integrated. Hire LEAPS Consulting: We bring out the “Awesome” in your company. 
 

 
BIO: Mr. Ratchford has over 30 years of expertise in process improvement, organizational performance management, 
strategic planning, BPR, Six Sigma, and applications of international standards (ISO). This includes experience 
with CACI, Institute for Quality Management, Inc., General Electric, MCI WorldCom, Nortel Networks and the US Air 
Force. He has worked with dozens of public and private sector clients to improve organizational performance. He has led 
over 200 process improvement teams. Mr. Ratchford is a four time winner, “Best Process Improvement Team in America,” 
the Quality Cup, from USA Today and RIT. Mr. Ratchford graduated from the US Air Force Academy with a degree in 
History and served as the Wrestling Team Captain. After graduation, Monroe began a series of assignments as an aircraft 
maintenance officer, performing maintenance management on 9 different aircraft systems (B-52, F-4G/E, F-15, etc.) His 
military career included assignments in flight line maintenance, intermediate maintenance, weapon system testing, 
weapon system acquisition, strategic planning and quality management. His last operational assignment was as the 
Commander of the largest military squadron in the U.S. Air Force. He culminated his military career at the Pentagon. 
Upon retirement from the Air Force, Monroe applied his love for quality principles as a Six Sigma Master Black Belt with 
General Electric, GE Capital.  
 
Mr. Monroe went on to apply his quality expertise as an external quality consultant for Verizon and Nortel Networks. He 
has led teams to higher levels of performance and cost savings with each organization. He has taught dozens of Six 
Sigma green, black, executive, and champion classes in DoD, private and Intelligence sectors.  
  
Most recently, Mr. Ratchford served as a quality consultant to the National Geospatial-Intelligence Agency (NGA) to 
improve their operational processes and build strategies. He helped NGA become the first organization in America to 
achieve ISO 9000-2000 (Organizational Management), ISO 27001 (Information Security), ISO 20000 (IT Best Practices, 
ITIL) certifications simultaneously.  
  
He is married to the former, Ms. Sue Hatton of Talihina, Ok. Sue was one of 
the first females to attend the Air Force Academy and is also a quality 
professional. They have a daughter Kristine, attending college now. And, 
because he won’t let us forget, we have a mischievous black lab puppy, Elrond 
--yes, named from the Lord of the Rings character. 
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