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Obijectives

Enhance understanding & appreciation of
1. Quality,
2. Customer Focus &

3. Process Management




World Without Quality

“ Quality is always the result of an intelligent effort”



World Without Quality

Mews = India News » 586 train accidents in last 5 years

586 train accidents in last 5 years
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HIGHLIGHTS

« (Of atotal of 586 rail accidents in
last byrs, nearly 53% were due to
derailments.

¢ Since Mov 2014 there have been
20 rail accidents, many of them

minor.

» The worst accident was the Mow
20, 2016 derailment of the Indore-
Fatna Express near Kanpur which
resulted in 150 deaths and over
150 injuries.




World Without Quality
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Takata Pleads Guilty In Air Bag Scheme,

Will Pay $1 Billion In Penalties
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World Without Quality

“We have learned to live in a world of

mistakes and defective products as if they
were necessary to life. It is time to adopt a
new philosophy in America.”
-W Edwards Deming
1900-1993




Movie

Film — Cost of Poor Quality
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What is Quality

“ Quality is always the result of an intelligent effort”



What is Quality ?

Aesthetic
Error free
work onformance
to
requirements
Fitness for Customer
| use Needs &
\ (Dr. Joseph [ Performan Expectation
”‘ Juran) ce

Responsive \ \ \ Reliability
ness | N



Quality is Mindset

Quality is Leadership



Quality: Two Sides of the Same Coin

Side 1 — Reducing errors
Higher quality enables companies to.

 Reduce errors, rework, waste

 Reduce field failure

e Reduce customer dissatisfaction

 Reduce inspections,

* Increase yield, capacity, delivery
performance
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Quality: Two Sides of the Same Coin

2nd Side : Enhancing Features
Higher quality enables companies
to:

 |Increase customer satisfaction
 Make products more saleable
 Meet competition

* Increase market share

e Secure premium prices
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Quality: Two Sides of the Same Coin

Higher quality enables Higher quality enables companies to:

cohbanies to: Increase customer satisfaction

X Make products more saleable
Reduce errors, rework, waste | Meet competition

Reduce field failure gt Increase market share
Secure premium prices
Reduce customer ure premium pri
~diss factlon mﬁ
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What are We /mproV/'ng — Frrors or Features ?




Behaviors, Beliefs & Actions Supporting Poor Quality

»| am ok with errors. Please continue making more
errors.

»| am ok with delays. Deadlines are not important.

»| am ok with rework. Please continue working as you
have been.

»My standards are low so | accept any level of

performance.
»| am not clear what | want, how | wargxce\e Q@
_ GOOS 0‘\;@
> refuse to listen & understand my ci s " rnal
P oo
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Customer Focus

“Customer needs & satisfaction are constantly changing targets”
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Customer Needs to Satisfaction Cycle

Understand
Customers
Needs &
Expectation

S
Improve . ‘ Segment

Product the
s/ custome
Services rs

Continual

Improvement .'

Design
products

/
Services

Services
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Customer Needs (Typical)

Convenience

Safety

Ease of use

Communications

Service for attending
failures

service

- Professional Customer
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.

Internal Customer

Dr. Kaoru Ishikawa coined the phrase:
« “The next operation/process is customer”

 Helps remove sectionalism among
departments.

e Internal customer is sometimes forgotten In
the effort to produce an item or service for the
stomer.

Internal
customer

Internal
customer

External
customer
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Movie (Part 1)




Process Management

“ Fix the process not the problem”
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Process Definition

“A systematic set of
activities directed

toward the achievement

of a specific goal” - or.

Joseph Juran.

“A group of related
tasks that put together
to create value for a
customer’.

- Michael Hammer & James Champy
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Examples of Business Processes

Processes Examples
F

light check-in process

Child school admission process
Blood test process
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Discussion

What are the consequences of working:
 Without well defined processes / procedures?

« With poorly developed / complicated processes
?

>
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Undesirable Consequences of Poor Process Management

" Customers receive inconsistent and often inadequate

services

Customer dissatisfaction

Ineffective strategy deployment

Company’s image can get negatively affected;

 Staff continually struggle with each other to get the job
done;

High cost of poor quality;

Delays, errors....
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Process Attributes

|. At the very heart of every business
ll. Should create value for stakeholders including customers
lll. Flow horizontally across the organization through functions
I\VV. Processes defy functional boundaries

V. Invisible

VI. Result oriented ©

VII. Have an input and an output ’f | I

VIIL“Unmanaged “ in traditional organizati@@‘@

IX. Should be: - | . |
v Controlled; ! :,,

v Managed; &
v Measured & :
v' Continually improved (PDCA)

.
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Concluding Thoughts
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Rate of improvement is decides winner

Quality of Product

1950 1960 1970 1980 1990 2000

Rate of Quality Improvement in Automobile Industry,

From “ Making Quality Happen” Juran Institute, 1988.
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