
RLM Communications Serves Up ISO Success
Banner Presentation Marks ISO 9001:2008 Achievement

RLM has always dedicated itself to quality customer service, but until recently 
had never pursued formal certification of it. With a lucrative new government 
contract in hand requiring official verification of standards practices, the time 
finally seemed right to move the company forward.

“When we started, nobody here could even spell ISO,” jokes Program Manager 
Jim Davis, who shepherded RLM along its ISO 9001:2008 journey. Davis was 
charged with certifying not only the company’s Spring Lake headquarters, but 
also its regional facilities around the world.

Partners in Progress

No one at RLM had ever led an ISO effort, so to better evaluate the options, 
Davis looked to the outside. “We brought in four or five different companies 
that could possibly help with ISO,” he says. “Through the course of 
interviewing them, we decided that if we had our druthers we’d really like to 
work with NC State.”

RLM enlisted IES Improvement Specialist Nora Milley, with positive results. 
“Nora’s personality is that she isn’t intimidated by anybody,” says Davis. “When 
the conversation got spirited, she didn’t back down. One thing she brought to 
us was credibility.”

In February 2011, RLM and Milley began conversations about the best means 
to certifying the company. The process would involve active participation and 
learning, two things Davis welcomed. “We made a very conscious decision not 
to just buy a turnkey solution,” he says.
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With a lucrative new government 
contract in sight, information technology 

provider RLM Communications finally 
took a step toward formal certification 

of its standards, both at its headquarters 
and its regional facilities. 
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Benefits
RLM now actively seeks feedback 

from customers to determine where its 
strengths and weaknesses lie, and to 

improve accordingly. 

As an ISO 9001:2008-certified
company, RLM is now eligible for 
business opportunities that were 

previously out of reach.



By April 2011, the process was in high 
gear, starting with a baseline audit 
to determine key focus areas. “We 
started by educating Nora as to what 
RLM really does so she could tailor 
the lessons to us,” says Martin. Milley 
returned with a 10-month systematic 
schedule based on function and 
process areas within the company.

Inherent obstacles were identified 
early. “Part of the problem was, we 
weren’t talking,” says Griffiths. “The 
right hand didn’t know what the left 
was doing… Every process owner 
had to learn to work with every other 
process owner.”

Leadership Drives Success

The journey was not without 
setbacks. “As a service company, 
defining our metrics was difficult, 
waste and so on,” says Davis. “We 
did run into a point halfway through 
where we stalled out, had to 
regroup, and had to put our team 
back together to stay on track.” An 
additional challenge was keeping 
the business up and running while 
simultaneously learning ISO. “You 
have to both manage and sustain,” 
says Davis.

Griffiths says that strong leadership 
kept the process a priority in people’s 
minds. “Randy (Moore, CEO) would 
clear his schedule and say, ‘Jim, if I 
can clear my plate to do this, so can 
you,’” recounts Griffith.

After 11 months, the ISO certification 
was successfully completed, and the 
benefits to RLM were immediate. 

“Going through the education process 
made us more confident,” says 
Martin. “We do a better job now 
of seeking information from our 
customers to see how we’re doing.” 
And with ISO 9001:2008 certification, 
RLM is now eligible for business 
opportunities previously out of reach.

“If we had to do it over again, we’d 
absolutely do it the same way,”  
says Martin.
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If leadership isn’t 
actively sustained, 
you can’t sustain  
a process.

—Stacy Lowes Martin,  
Director of Communications, 

RLM Communications

“

Industry Expansion Solutions (IES) is the 
engineering-based, solutions-driven, client-

focused unit of NC State University. Our broad 
portfolio and deep industry expertise help 

organizations grow, innovate and prosper. Our 
extensive partnerships with business, industry, 

education and government generate a unique 
culture of collaboration that provides access to 

cutting-edge expertise, research, and technology.


