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are valuable to customers. The key 
concepts of TQM are:
 
•   Customers define quality, 
•   Increased quality comes from the 

control of processes, and 
•   Quality improvement is a contin-

uous, never-ending effort on the 
part of everyone throughout the 
organization. 

All of these concepts can be applied 
to internal audit, but not without 
some significant shifts in perspec-
tive. Internal audit often is defined 
as an assurance and consulting 
activity designed to add value to its 
customers by reducing risks and 
improving processes, controls, and 
operations. In reality, though, 
internal audit is often stuck focus-
ing on the past—collecting data and 
process information and preparing 
analysis and reports mostly on past 
failures. We’ve all heard the joke: 
Why did the internal auditor cross 
the road? Because that’s what they 

QA is a simple concept, 
which starts with one 
idea: Internal Audit 
functions should 
complement their 
traditional, required 

activities with an active role in the 
organization culture itself.  It is all 
about being a proactive audit 
function, not a reactive one. The 
strategy is Total Quality Manage-
ment (TQM) and applying it to 
internal audit to achieve what I call 
“Total Quality Auditing” can have 
dramatic results. The Total Quality 
Auditing approach can produce a 
more forward-thinking, custom-
er-centric, improvement-oriented 
internal audit team. Sounds great, 
right? So how do we get there?

Proponents of TQM define the 
management framework as an 
organization-wide effort to estab-
lish a climate where employees 
continuously improve their ability to 
provide products and services that 

������������ ��������
������� ������������
���� �����������
Where employees continuously improve their 
ability to provide products and services
By Abdallah Mambo Dallu

help identifying and reducing the 
future risks of the organization. 
Second, and equally important, they 
often say they would like internal 
audit to help them improve the 
organization’s ability to provide 
quality products or services to its 
customers in the future. Internal 
audit’s customers are most likely 
already aware of their past failures. 
What they lack is a clear way to 
solve problems and continuously 
improve what they do in the future.

One of the cornerstone concepts of 
TQM is you cannot “inspect in” 
quality to a product or service. In 
audit words, you are not likely going 
to audit away risk or “audit in” 
improved controls or processes. A 
more quality-oriented methodology 
is required to make permanent and 
ongoing changes to the organiza-
tional culture.

Internal audit can be the organiza-
tion’s knowledge leader, facilitating 

change in the culture to one where 
everyone is tasked to do the right 
thing, in the right way. Internal 
audit can also create “constancy of 
purpose” (to borrow a TQM phrase) 
toward continuous product, service, 
and process improvement. Internal 
audit can develop a training culture 
where managers and supervisors 
constantly focus on improvement 
activities. And finally, internal audit 
can help design a culture where all 
employees are truly contributing to 
the quality and success of the 
organization.

Six Points of Focus
My Total Quality Auditing Model has 
six points of focus for organization 
excellence that begins with ensuring 
meaningful ethics and standards of 
conduct; continues with listening to 
customer feedback, utilizing lean 
audit techniques, and balancing 
risk, audit, and consulting activities; 
and ends with doing it all with 
unprecedented leadership and grit.

did last year. In contrast, TQM 
focuses almost entirely on the 
future—anticipating and meeting 
the future needs of customers, 
improving products and services, 
and continuously enhancing 
processes to consistently meet those 
needs competitively.
After reflecting on my audit philos-
ophy and what I have been doing 
throughout my career, I coined the 
term Total Quality Auditing (TQA), 
which is a blend of TQM concepts 
and reconsidered internal audit 
activities to produce an audit 
function that is more interested in 
serving its customers’ needs and 
improving the organization in the 
process.

What Internal Audit Customers 
Want 
When internal audit asks its 
customers what they want from 
internal audit (and hopefully they 
ask those questions regularly), audit 
customers generally say they want 

Effective balance includes the 
careful planning of risks to be 
assessed, the proper time budgeting 
to efficiently audit processes, while 
always providing valuable insight 
and solutions to customers.

vi)  TQA – Leadership and Grit: 
Address the audit leadership 
characteristics necessary to imple-
ment the Total Quality Auditing 
Model. It describes how determina-
tion and passion can assist auditors 
in delivering real value and earning 
trust and respect within the organi-
zation, all while maintaining 
professional standards.

Conclusion
TQM and TQA focus on the future. 
Don’t manage internal audit by 
fixing yesterday’s problems. 
Anticipate tomorrow’s problems, 
emphasize future customer needs, 
provide new ideas, and satisfy 
customer needs. Make a commit-
ment to improvement and hold 
everyone to it. Don’t be a reactive 
internal audit function, be a proac-
tive one.

Total Quality Auditing provides a 
roadmap for organization leaders, 
CFOs, chief audit executives, and 
auditors to drive past the audit 
practices of today, to arrive at a 
place where we can consider how it 
can be transformed in the future.

i)  TQA – Ethics: Focus on process 
changes necessary for an organiza-
tion to establish and sustain an 
exceptional ethical culture. Ethical 
conduct as a stated value is import-
ant, but not as important as ongoing 
leadership and management 
practices that are aligned with 
ethical behavior.

ii)  TQA – Standards of Conduct: 
Establish a framework for employee 
behavior and decision making that 
is consistent with the organization’s 
values and goals. A no-nonsense 
approach to the establishment and 
administration of standards of 
conduct goes a long way to instilling 
and reinforcing the actions neces-
sary for success.

iii)  TQA – Customer Feedback: 
Provide the tools to ensure that 
internal audit efforts are directed at 
quickly identifying and time is spent 
listening to customers. Both TQM 
and TQA teach that the customer is 
the most important step in the 
process of delivering quality prod-
ucts and services.

iv)  TQA – Lean Auditing: Ensure 
that techniques are applied that 
focus on customer needs, minimize 
waste, and produce timely solutions 
to real problems. It guarantees 
internal audit works efficiently and 
adds tangible value to the organiza-
tion. The constant internal audit 
focus should be on doing more with 
less for customers and clients.

v)  TQA – Balance of Risk, Audit, 
and Consulting: Offer a new 
perspective on the allocation of 
resources to ensure the most 
successful internal audit function. 

A�ter �e�lecting on my 
audit philosophy and 
what I have been doing 
th�oughout my ca�eer, I 
coined the term Total 
Quality Auditing (TQA), 
which is a blend o� TQM 
concepts and �econsid-
e�ed internal audit 
activities to p�oduce an 
audit �unction that is 
mo�e inte�ested in se��-
ing its customers’ needs 
and imp�oving the 
o�ganization in the 
p�ocess.



NOVEMBER-DECEMBER 2020 27����������������

are valuable to customers. The key 
concepts of TQM are:
 
•   Customers define quality, 
•   Increased quality comes from the 

control of processes, and 
•   Quality improvement is a contin-

uous, never-ending effort on the 
part of everyone throughout the 
organization. 

All of these concepts can be applied 
to internal audit, but not without 
some significant shifts in perspec-
tive. Internal audit often is defined 
as an assurance and consulting 
activity designed to add value to its 
customers by reducing risks and 
improving processes, controls, and 
operations. In reality, though, 
internal audit is often stuck focus-
ing on the past—collecting data and 
process information and preparing 
analysis and reports mostly on past 
failures. We’ve all heard the joke: 
Why did the internal auditor cross 
the road? Because that’s what they 

QA is a simple concept, 
which starts with one 
idea: Internal Audit 
functions should 
complement their 
traditional, required 

activities with an active role in the 
organization culture itself.  It is all 
about being a proactive audit 
function, not a reactive one. The 
strategy is Total Quality Manage-
ment (TQM) and applying it to 
internal audit to achieve what I call 
“Total Quality Auditing” can have 
dramatic results. The Total Quality 
Auditing approach can produce a 
more forward-thinking, custom-
er-centric, improvement-oriented 
internal audit team. Sounds great, 
right? So how do we get there?

Proponents of TQM define the 
management framework as an 
organization-wide effort to estab-
lish a climate where employees 
continuously improve their ability to 
provide products and services that 

help identifying and reducing the 
future risks of the organization. 
Second, and equally important, they 
often say they would like internal 
audit to help them improve the 
organization’s ability to provide 
quality products or services to its 
customers in the future. Internal 
audit’s customers are most likely 
already aware of their past failures. 
What they lack is a clear way to 
solve problems and continuously 
improve what they do in the future.

One of the cornerstone concepts of 
TQM is you cannot “inspect in” 
quality to a product or service. In 
audit words, you are not likely going 
to audit away risk or “audit in” 
improved controls or processes. A 
more quality-oriented methodology 
is required to make permanent and 
ongoing changes to the organiza-
tional culture.

Internal audit can be the organiza-
tion’s knowledge leader, facilitating 

change in the culture to one where 
everyone is tasked to do the right 
thing, in the right way. Internal 
audit can also create “constancy of 
purpose” (to borrow a TQM phrase) 
toward continuous product, service, 
and process improvement. Internal 
audit can develop a training culture 
where managers and supervisors 
constantly focus on improvement 
activities. And finally, internal audit 
can help design a culture where all 
employees are truly contributing to 
the quality and success of the 
organization.

Six Points of Focus
My Total Quality Auditing Model has 
six points of focus for organization 
excellence that begins with ensuring 
meaningful ethics and standards of 
conduct; continues with listening to 
customer feedback, utilizing lean 
audit techniques, and balancing 
risk, audit, and consulting activities; 
and ends with doing it all with 
unprecedented leadership and grit.

did last year. In contrast, TQM 
focuses almost entirely on the 
future—anticipating and meeting 
the future needs of customers, 
improving products and services, 
and continuously enhancing 
processes to consistently meet those 
needs competitively.
After reflecting on my audit philos-
ophy and what I have been doing 
throughout my career, I coined the 
term Total Quality Auditing (TQA), 
which is a blend of TQM concepts 
and reconsidered internal audit 
activities to produce an audit 
function that is more interested in 
serving its customers’ needs and 
improving the organization in the 
process.

What Internal Audit Customers 
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When internal audit asks its 
customers what they want from 
internal audit (and hopefully they 
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customers generally say they want 

Effective balance includes the 
careful planning of risks to be 
assessed, the proper time budgeting 
to efficiently audit processes, while 
always providing valuable insight 
and solutions to customers.

vi)  TQA – Leadership and Grit: 
Address the audit leadership 
characteristics necessary to imple-
ment the Total Quality Auditing 
Model. It describes how determina-
tion and passion can assist auditors 
in delivering real value and earning 
trust and respect within the organi-
zation, all while maintaining 
professional standards.

Conclusion
TQM and TQA focus on the future. 
Don’t manage internal audit by 
fixing yesterday’s problems. 
Anticipate tomorrow’s problems, 
emphasize future customer needs, 
provide new ideas, and satisfy 
customer needs. Make a commit-
ment to improvement and hold 
everyone to it. Don’t be a reactive 
internal audit function, be a proac-
tive one.

Total Quality Auditing provides a 
roadmap for organization leaders, 
CFOs, chief audit executives, and 
auditors to drive past the audit 
practices of today, to arrive at a 
place where we can consider how it 
can be transformed in the future.

i)  TQA – Ethics: Focus on process 
changes necessary for an organiza-
tion to establish and sustain an 
exceptional ethical culture. Ethical 
conduct as a stated value is import-
ant, but not as important as ongoing 
leadership and management 
practices that are aligned with 
ethical behavior.

ii)  TQA – Standards of Conduct: 
Establish a framework for employee 
behavior and decision making that 
is consistent with the organization’s 
values and goals. A no-nonsense 
approach to the establishment and 
administration of standards of 
conduct goes a long way to instilling 
and reinforcing the actions neces-
sary for success.

iii)  TQA – Customer Feedback: 
Provide the tools to ensure that 
internal audit efforts are directed at 
quickly identifying and time is spent 
listening to customers. Both TQM 
and TQA teach that the customer is 
the most important step in the 
process of delivering quality prod-
ucts and services.

iv)  TQA – Lean Auditing: Ensure 
that techniques are applied that 
focus on customer needs, minimize 
waste, and produce timely solutions 
to real problems. It guarantees 
internal audit works efficiently and 
adds tangible value to the organiza-
tion. The constant internal audit 
focus should be on doing more with 
less for customers and clients.

v)  TQA – Balance of Risk, Audit, 
and Consulting: Offer a new 
perspective on the allocation of 
resources to ensure the most 
successful internal audit function. 
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are valuable to customers. The key 
concepts of TQM are:
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•   Increased quality comes from the 

control of processes, and 
•   Quality improvement is a contin-

uous, never-ending effort on the 
part of everyone throughout the 
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All of these concepts can be applied 
to internal audit, but not without 
some significant shifts in perspec-
tive. Internal audit often is defined 
as an assurance and consulting 
activity designed to add value to its 
customers by reducing risks and 
improving processes, controls, and 
operations. In reality, though, 
internal audit is often stuck focus-
ing on the past—collecting data and 
process information and preparing 
analysis and reports mostly on past 
failures. We’ve all heard the joke: 
Why did the internal auditor cross 
the road? Because that’s what they 

QA is a simple concept, 
which starts with one 
idea: Internal Audit 
functions should 
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activities with an active role in the 
organization culture itself.  It is all 
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function, not a reactive one. The 
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internal audit to achieve what I call 
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Auditing approach can produce a 
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er-centric, improvement-oriented 
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right? So how do we get there?
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management framework as an 
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help identifying and reducing the 
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often say they would like internal 
audit to help them improve the 
organization’s ability to provide 
quality products or services to its 
customers in the future. Internal 
audit’s customers are most likely 
already aware of their past failures. 
What they lack is a clear way to 
solve problems and continuously 
improve what they do in the future.

One of the cornerstone concepts of 
TQM is you cannot “inspect in” 
quality to a product or service. In 
audit words, you are not likely going 
to audit away risk or “audit in” 
improved controls or processes. A 
more quality-oriented methodology 
is required to make permanent and 
ongoing changes to the organiza-
tional culture.

Internal audit can be the organiza-
tion’s knowledge leader, facilitating 

change in the culture to one where 
everyone is tasked to do the right 
thing, in the right way. Internal 
audit can also create “constancy of 
purpose” (to borrow a TQM phrase) 
toward continuous product, service, 
and process improvement. Internal 
audit can develop a training culture 
where managers and supervisors 
constantly focus on improvement 
activities. And finally, internal audit 
can help design a culture where all 
employees are truly contributing to 
the quality and success of the 
organization.

Six Points of Focus
My Total Quality Auditing Model has 
six points of focus for organization 
excellence that begins with ensuring 
meaningful ethics and standards of 
conduct; continues with listening to 
customer feedback, utilizing lean 
audit techniques, and balancing 
risk, audit, and consulting activities; 
and ends with doing it all with 
unprecedented leadership and grit.

did last year. In contrast, TQM 
focuses almost entirely on the 
future—anticipating and meeting 
the future needs of customers, 
improving products and services, 
and continuously enhancing 
processes to consistently meet those 
needs competitively.
After reflecting on my audit philos-
ophy and what I have been doing 
throughout my career, I coined the 
term Total Quality Auditing (TQA), 
which is a blend of TQM concepts 
and reconsidered internal audit 
activities to produce an audit 
function that is more interested in 
serving its customers’ needs and 
improving the organization in the 
process.

What Internal Audit Customers 
Want 
When internal audit asks its 
customers what they want from 
internal audit (and hopefully they 
ask those questions regularly), audit 
customers generally say they want 

Effective balance includes the 
careful planning of risks to be 
assessed, the proper time budgeting 
to efficiently audit processes, while 
always providing valuable insight 
and solutions to customers.

vi)  TQA – Leadership and Grit: 
Address the audit leadership 
characteristics necessary to imple-
ment the Total Quality Auditing 
Model. It describes how determina-
tion and passion can assist auditors 
in delivering real value and earning 
trust and respect within the organi-
zation, all while maintaining 
professional standards.

Conclusion
TQM and TQA focus on the future. 
Don’t manage internal audit by 
fixing yesterday’s problems. 
Anticipate tomorrow’s problems, 
emphasize future customer needs, 
provide new ideas, and satisfy 
customer needs. Make a commit-
ment to improvement and hold 
everyone to it. Don’t be a reactive 
internal audit function, be a proac-
tive one.

Total Quality Auditing provides a 
roadmap for organization leaders, 
CFOs, chief audit executives, and 
auditors to drive past the audit 
practices of today, to arrive at a 
place where we can consider how it 
can be transformed in the future.

i)  TQA – Ethics: Focus on process 
changes necessary for an organiza-
tion to establish and sustain an 
exceptional ethical culture. Ethical 
conduct as a stated value is import-
ant, but not as important as ongoing 
leadership and management 
practices that are aligned with 
ethical behavior.

ii)  TQA – Standards of Conduct: 
Establish a framework for employee 
behavior and decision making that 
is consistent with the organization’s 
values and goals. A no-nonsense 
approach to the establishment and 
administration of standards of 
conduct goes a long way to instilling 
and reinforcing the actions neces-
sary for success.

iii)  TQA – Customer Feedback: 
Provide the tools to ensure that 
internal audit efforts are directed at 
quickly identifying and time is spent 
listening to customers. Both TQM 
and TQA teach that the customer is 
the most important step in the 
process of delivering quality prod-
ucts and services.

iv)  TQA – Lean Auditing: Ensure 
that techniques are applied that 
focus on customer needs, minimize 
waste, and produce timely solutions 
to real problems. It guarantees 
internal audit works efficiently and 
adds tangible value to the organiza-
tion. The constant internal audit 
focus should be on doing more with 
less for customers and clients.

v)  TQA – Balance of Risk, Audit, 
and Consulting: Offer a new 
perspective on the allocation of 
resources to ensure the most 
successful internal audit function. 
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to do.” The mad man responded 
with a smile, “that’s simple”. Get a 
lug nut from each of the other three 
wheels and use it to tighten this 
wheel and get moving until you get 
to the mechanic where you can 
replace the one lug nut missing on 
each wheel”. Most likely as a 
professional, business man or an 
entrepreneur, you have never 
imagined there could be lessons 
embedded in an ant’s life that can 
spur your profession or career path 
but like the wisest King in the Bible, 
I implore you to; Go to the ant----- 
consider her ways, and be wise: 
Which having no guide, overseer, or 
ruler, Provides her meat in the 
summer and gathers her food in the 
harvest.

Ants though so small and seemingly 
useless on the surface, fall in to the 
successful category, and can teach 
us how they succeed time and again. 
If you think you know everything, 
there's nothing else to learn, until 
you learn...you don't know every-
thing. There is a big gap between 
man and ant- a tiny insect, too tiny 
to be seen yet rich with a wide 
spectrum of knowledge on how we 
can grow our professions and 
businesses.

1.  Ants are Driven by Purpose
In a chase between a lion and deer, 
many times a deer wins. Because a 
lion runs for food, and deer, for life. 
Purpose is more important than 
food. By purpose I mean having a 

which we build our not only 
ourselves but others too. Most 
successful organizations in the 
world know how needful it is to 
work as a team. Ants have an 
unbelievable spirit of unselfish 
unity. If they find out something 
eatable immediately they pass on 
the message to others. Shared 
success is sweeter than earning 
success as a lone ranger. Why most 
vulnerable animals in the wild walk 
in groups is because they believe in 
the common phenomenon that we 
are better together. Everything an 
ant does is for the benefit of the 
colony and they will work until they 
are done. Almost on auto pilot each 
ant knows their duties and they do 
everything they can to get those 
duties completed. Some are tunnel-
ing, some are moving material and 
others are looking for food. If any of 
the ants is not working with the 
team it will be noticed. Be part of a 
team and you will reap big.

3.  Ants have a time to rest and a 
time to work

Anna Louisa walker Coghill in 1886 
understood the essence of time and 
wrote a poem entitled work for the 
night is coming. In one of the 
stanzas she says;

Work, for the night is coming,
Work through the morning hours;
Work while the dew is sparkling,
Work ’mid springing flowers;
Work when the day grows brighter,

clear long-term objective or goal 
which shapes everything you do in 
your profession or organization. For 
instance, one ant’s sole job descrip-
tion is to find food for the colony. 
This is his purpose, and all that he 
inputs his time and energy into, and 
so it compounds the chances of 
success for the whole colony of ants. 
As a professional, besides the 
general objective of the organization 
you work for, or the business you 
run, you need to set your personal 
achievable objectives that contribute 
to the success of the whole larger 
body. Unless you are paid to respond 
to Facebook messages and twitter 
within an hour, more important 
activities should precede your level 
of engagement with social media. It 
is only fair that you minimize your 
engagements with activities that 
draw you away from your focus. A 
purpose driven individual will 
achieve more as compared to one 
that works haphazardly and without 
a goal.

2.  Ants work as a team.
Martin Luther King Junior in 
cognizant of the indispensable 
ability of unity in life said this; “We 
must learn to live together as 
brothers or perish together as fools. 
Ants are team workers and work 
together to achieve something great. 
For you to achieve something 
substantial in life, you must align 
yourself with others who can help 
propel you to another level. Our 
synergies are channels through 

matter how small you think you are, 
you should always pursue some-
thing bigger than yourself. Ants are 
not scared of heavy tasks, but rather 
take pleasure in lifting these objects 
to their colony. If we don’t look at 
how big a task is, we would easily 
accomplish tasks that seemed 
insurmountable. Though you may 
not have the best of abilities, you 
better think big like ants.

5.  Ants are persistent 
Whenever an obstacle is placed in 
the way of Ants, they always find a 
way round such obstacles. Napoleon 
said, "Victory belongs to the 
persistent" We must never give up 
so easily in the face of obstacles. 
There are many obstacles in life that 
must be overcome. As long as you 
keep trying you will get past 
whatever is blocking your path. 
Failing to achieve your objectives is 
not fatal but an opportunity to 
amend where you did not do your 
best. Try till you can try no more 
and you will make it through.
 
6.  Ants are well-organized
There are three kinds of ants in a 
colony: workers, queen, and males. 
Each kind of ant does a different job. 
They are so well organized, that 
they carry out their entire task 
through division of labor. Nothing is 
left undone in the Ant colony, 
because of the well-organized 
structure, which has already been 
put in place. This is a serious lesson 
for individuals who are not orga-
nized. For the success of your 
business entity, you must be 
organized in all aspects of your 
work.  The essence of departments 
in an organization is to have 
individuals contribute their efforts 
where they are best suited. By 
having everyone everywhere, we are 
bound to fail big time.
 

Work in the glowing sun;
Work, for the night is coming,
When man works no more.

Ants must work with the natural 
seasons. So, in summer they gather 
their food and in winter they 
hibernate to conserve energy 
because of the lack of food. Like 
ants, you not only need to know 
when to begin but also when to 
stop. Burnout is when you have 
come to the end of yourself and 
suddenly give up and withdraw from 
all kinds of work. You’ve simply had 
enough. For this not to happen you 
need to schedule in periods of rest, 
especially after the completion of a 
major project. We have had cases in 
the recent past of people dozing off 
while giving presentations because 
they spent the entire night prepar-
ing reports to present before a 
panel. The worst-case scenario is 
when man is led to cut short his life 
because of fear of scorn for not 
having completed a task.  All this 
boils down to the fact that there is 
need to work like ants. Naturally 
many people are active and produc-
tive in the wee hours of the morning 
than in the late night. It would be 
viable to know like ants when your 
summer is and when your winter is.  
This will help you spread your 
workload within your best seasons.  
The active nature of ants should 
attract us to be forewarned and 
active in time and know when to 
pull back and relax when worn out.

4.  Ants think big
Now ants can seem like one of the 
most insignificance insects on the 
planet because of their size. But the 
colonies they build and the contri-
bution to their society is extremely 
significant and great.

What big dreams do you have for 
your future? Pursue those. No 

7. Ants have an amazing sense of 
discipline
The sense of discipline among ants 
is amazing. Without a mistake they 
march one after another in a line. 
How pleasant is their marching 
sight! Without any dispute or 
accident, they move about in order. 
Think of man’s spirit of division. 
Everywhere in life he finds loop-
holes to divide. He is more interest-
ed in division than in unity. Without 
a supervisor behind them ants do 
the right thing because they value 
doing right. In our spheres of 
influence either in organizations we 
work for or in our own businesses, 
we must endeavor to be disciplined 
even without a third eye keeping 
watch over us. Those balancing 
books, those approving payments 
and tenders etc. must apply 
self-discipline as applied by ants. 
Ants don’t jump the line; they 
follow patiently until their turn 
comes.
 
Watching ants at work and play is 
amazing for us. The lessons from 
these tiny ants are great challenges 
for modern humanity. The lessons 
they teach should lead us to 
enlightenment and unity. They 
should enable us to handle the 
resources of nature very seriously. 
Follow them and you will succeed!!! 
Ants make the most of every 
opportunity. The problem is that 
many people live their lives without 
taking advantage of their opportu-
nities.


