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Objective

To create / enhance our knowledge on Quality &

Excellence




Quality & Excellence
(25 min.)

“Quality is always the result of an intelligent effort”



Why Quality ?

W Edwards Deming

1900-1993

"We have learned to live in a world
of mistakes and defective products
as if they were necessary to life.
It ix time to adopt a new
philosophy in America.”




W Epwarps DeMing

Dr. Deming

* Popularized PDCA cycle

* 14 Principles of Management

e System of Profound Knowledge

* Japanese Emperor Hirohito
awarded him Japan’s Order of
the Sacred Treasure, Second Class
in 1960.




Evolution of Quality
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What is Quality / Define Quality

(No Googling)




What is Quality ?
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e
Cost of Poor Quality Movie (6 minutes).



Discussion

* |mpact of Quality on Cost ?

* Impact of Quality on Customers’ Satisfaction / Revenue ?
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Quality. Two Sides of the Same Coin

Higher quality enables companies to: Higher quality enables companies to:

Reduce errors, rework, waste - Increase customer satisfaction
Reduce field failure A Make products more saleable
Reduce customer dissatisfaction : ‘ Meet competition

Reduce inspections, Increase market share
Increase yield, capacity, delivery Secure premium prices

What are We /mpro v/ng — Errors or Features ?




Kaizen - 8 Types of Muda

Muda: Waste or Non Value Adding Activities.

Over-production
Producing more than what

the customerneeds o
Intellect Waiting

Not using employees full Employees waiting for
intellectual contribution another process or
information

Over-processing Motion
Adding excess value Extra physical/mental
when the customer does motion that doesn’t add
not require it value

Defects Transportation
Reprocessing, or Moving from one
correcting work Inventory place to another
Building and storing extra
services/products the
customer has not ordered




Module 1:

Principles of Excellence Workshop
(75 min)




“In the race to excellence,
there is no finish ling"

H.H. Sheikh Mohammed bin Rashid Al Maktoum,
Prime Minister of UAE




Understanding Excellence®

“ Excellent organizations achieve and sustain

levels of performance that meet
or exceed the of all their
stakeholders.”

*Copy right EFQM 15



The Fundamental Concepts®* — The underlying principles
which are essential foundation of achieving sustainable
excellence

®_Adding Value for Customers

Sustaining Outstanding Results

® Creating a Sustainable Future

Succeeding through the ®
Talent of People

® Developing Organisational
Capability

Managing with Agility ®

® Harnessing Creativity & Innovation

@ EFQM 2013

Leading with Vision, Inspiration & Integrity @



J Form 6-7 Team.
(J Each Team to choose one Leader

1 We will provide a Principle of excellence
 Read and understand it individually
d Apply principle to any company e.g. Amazon / Toyota / Blom

 Discuss among yourself
 Explain what you understand by the principle with an example

J Facilitator will add his perspective with real life examples
* Preparation time: 20 min.
e Time for Discussion: 45 min.

17



Leading with Vision, Mission, Values.....

We will
create
happiness

1955

We create
happiness, by
providing the

finest in family
entertainment

1971

We create
happiness by
providing the

finest in
entertainment for
people of all ages,
everywhere

1990
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Adding Value to Customers
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Everything Speaks to the Customer

Appeal to all five senses
(Sight, Sound, Smell, Touch, Taste)
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Developing Organizational Capability

Procter&Gamble
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Harnessing Creativity & Innovation

“We are all born with the ultimate pointing device—our fingers—and iPhone
uses them to create the most revolutionary user interface since the mouse.”
Steve Jobs
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Succeeding through the Talent of People
Story of Cora Griffith
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Get the right people on bus

Wrong people off the bus

Right people in right seats

Invest in their people

Take care of them

Build true relationships with people
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Creating a Sustainable Future
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WORLD-CLASS QUALITY ORGANIZATIONS

Business Focus

O 96% see quality
as strategic
and competitive

© 85% promote
challenging quality
goals to drive
high performance

o 71% involve
customers in
quality discussions

-

O 78% use quality
measures as part
of variable comp

O 85% use measures
for trend/predictive
analysis

0 92% have most
visible metrics on
performance against
customer needs

J

Technology

\-

© 100% use technology
to improve quality
awareness

© More than twice as
likely to leverage
technology to
increase quality

APLIC.

O 100% train
all employees

O 3x as likely to
offer training on
customer experience

- J

O 2x less likely to have
quality setbacks

O 3x as likely to
have standardized
reporting

. J
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ASQ



e
What Did You Learn Today (10 min.)



CELEBRATE.!

QUALITY

». QUALITY INDEED |
Consulting FZE
:T' H" A N K

1098

Sunil Thawani
CEO, Quality Indeed Consulting
Member, ASQ Board of Director
+97150-6667953

worldqualitymonth.org

contact@qualityindeed.com www.qualityindeed.com




