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DEFINITION OF QUALITY 

• Few of the definitions :

1. Predictable degree of Uniformity, Dependability at low cost 

and suited to Market 

2. Degree to which a set of inherent characteristics of the 

Product/Service fulfills the requirements

3. Ability of a product or service that bears upon its ability to 

satisfy implied Expressed need



CUSTOMERS, SUPPLIERS AND PROCESSES 

• For any org, there are some suppliers supplying the inputs required 

and some customers who will be buying the outputs produced.

• Products made by converting some inputs which may act as inputs to 

the next stage.

• External supplier provide input to the org and external customers 

receive output of the org.

• Suppliers may be customer and customer may be acting as supplier 

for somebody.



Tw o  Ty p e s  :

1 . I n t e r n a l  C u s t o m e r  –

• Are the functions an d projects serviced and supported by 

some other functions/ projects.

• “TQM” where each and every individual in supply chain 

must identify and support his customer.

2 . E x t e r n a l  C u s t o m e r  –

• Are the external people to the org who will be paying for 

the services offered by the org.

• Buying products from org.

• Concentrates on external customer for their satisfaction, 

improve quality of its output.



TOTAL QUALITY MANAGEMENT (TQM) 

• Is a principle intends to view internal and external customers as 

well as internal and external for each process, project and for 

entire org  a whole

• Process and functions broken down into component elements

• Applying quality methods to the entire org whether a given 

function or part of an org faces external customers or not.

• QUALITY MANAGEMENT APPROACH :  Dr. Edward Deming 

implemented quality management system driven by “TQM” and 

“Continual Improvement” in Japanese environment.





QUALITY PRINCIPLES OF TOTAL QUALITY 
MANAGEMENT 

• Develop Constancy of purpose of definition and deployment 

of various initiatives

• Adapting to new philosophy of managing 

people/stakeholders by building confidence relationships

• Declaring freedom from mass inspection of 

incoming/produced output



• Stop awarding of lowest price tag contracts to suppliers

• Improve every process used for development and testing 

product

• Institutionalize training 



QUALITY MANAGEMENT THROUGH 
STATISTICAL PROCESS CONTROL 

Approaches to understand quality 

management through statistical 

process control

Quality Planning 

at all levels Quality Control
Quality 

Improvement

Quality Planning 

at organizational 

level

Quality Planning 

at Unit level



1. QUALITY PLANNING AT ALL LEVELS
1. Quality planning at organizational level :   planned at 

organizational level and it 

2. Quality planning at Unit level :



QUALITY MANAGEMENT THROUGH 
CULTURAL CHANGES 



Philip Crosby’s approach to quality improvement is based on 

cultural change in an org towards total quality management.

• Identifying areas in which quality can be improved depending 

upon process capability measurement and organizational 

priorities.

• Instituting teams representing different functions and areas for  

quality improvement can help in setting the change of culture.

• Setting measureable goals in each area of organization can help 

in improving processes at all levels.

• Giving recognition to achievers quality goals will boost their 

morale and set a positive competition among the teams leading 

to organization improvement.



CONTINUAL (CONTINUOUS) IMPROVEMENT 
CYCLE 



QUALITY IN DIFFERENT AREAS 



BENCHMARKING AND METRICS 





PROBLEM SOLVING TECHNIQUES









PROBLEM SOLVING TECHNIQUES 



PROBLEM SOLVING SOFTWARE TOOLS 

• While buying software for data 

management and statistical analysis, many 

org find it to be a big investment in terms 

of money, resources etc.

• Question :  Why should one use software 

tools to solve problems about QUALITY ?



ADVANTAGES

1. Accuracy and speed is higher – as 

compared to manually

2. Decisions support offered by tool is 

independent of personal skills

3. Tools alleviate hard work

4. Tools can integrated 



DISADVANTAGES

1. Programs and tools need training 

before they can be used- cost 

,time

2. All software / hardware prone for 

defects and these tools are 

exception's

3. Decision can be taken by human 

being not tool




