CH. 7  Quality Management

   Nature of Quality

   Traditional Quality Management

   Modern Quality management

         Quality Gurus

         Emerging Quality standards

   TQM
   Quality Management in Services

Nature of Quality – What is Quality (p.267)

     Dimensions of Quality (p.267, table 7.1)

         Performance

         Features

         Reliability

         Serviceability

         Durability

         Appearance

         Customer Service

         Safety

                 ……..?

         Cost / Price ?

         Value-driven model revisited:  

          V= (S+F+Q) / C

Determinants of Quality (pp.267-268)

     How to achieve quality:

1. Design

2. Process Capability ( PCI, p.284)

3. Conformance (specification)

4. Customer Service

5. Organizational Quality Culture

   Costs of Quality (pp.268-269)

     1. Scrap, rework, detecting defects 

· 25% of COGS

2. Preventing defects

   Traditional Quality Management:

   How much to inspect (p.270, figure7.1)

   Modern Quality Management (pp.270-274)

       Quality Gurus (p.270)

             W. Edwards Deming

             P. B. Crosby – zero defects 

A. V. Feigenbaum – total quality control,

      quality at the source

K. Ishikawa – quality circles 

      fishbone diagrams (p.273, figure 7.3)

J. M. Juran – “Quality Control Handbook”

G. Taguchi – robust product design

Deming’s 14 Points (p.271 )

Quality and Productivity (p.273)

      P =  Value of  Output /  Cost of Input

Other Aspects of the Quality Pictures (pp.273-274)

     JIT manufacturing (p.273)

             Enforced problem solving

             Small lot production

             Reduced WIP

             Team work leads to increased pride in quality

      Product standardization

      Automated equipments

      Preventive Maintenance

Quality Management Recognition  (pp.274-277)

   Malcolm Baldrige National Quality award 

           (pp. 274-275)

            Annual awards given to US firms

            Recent Winners – Motorola, IBM, Milliken,..

             www.quality.hist.gov
            criteria for selection:

                  leadership

                  strategic planning

                  customer and market focus

                  information and analysis

                  human resource focus

                  process management

                  results (customer satisfaction, 

                               competitiveness,…etc)

   The Deming Prize 

            All firms are eligible

             www.deming.org
   ISO 9000

             Guidelines

             Specify what is required, not how to do it

             Does ISO issue certificates?

             In the US, the American Society for Quality 

             is charged with administering the ISO 9000 

             standards.

             http://www.iso.ch
             http://www.asq.org
  Elements of TQM (pp. 277-289)

       Top management commitment and 

           involvement -- culture, fundamental changes?

       Customer involvement

             market surveys, questionnaires

             QFD – Quality Function Deployment 

                         (formalizing customer inputs into 

                          product design)

       Design products  and processes for quality

              designing for robustness, manufacturability,

                        usability and reliability (p.281, figure   

                        7.4,  and pp. 281-282, example7.1)

       Control  production processes for quality

                p.284, PCI = (UL-LL) / 6 std. dev.

                p.285, figure 7.5

       Develop supplier partnership 

       Customer service 

       Building teams of empowered employees

       Benchmarking, continuous improvement 

  TQM in services (pp.289-291)

          “Perceived” quality – difficult to determine

          Customers set their own standards

          “Performance of service employees” 

                  determines quality?

          The concept of “internal Customers”

