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Course objectives

This course will enable the students

to understand the Total Quality

Management concept, principles and

practices and help to develop an

insight and understanding of Total

Quality Management.



Syllabus

 Introduction to Quality and Quality 

management

Conceptual Frameworks for Total 

Quality Management (TQM)

TQM Tools

Six Sigma

Quality System Standards



Introduction to Quality and 

Quality management

Concept of quality, Competitiveness and 

Customers, Understanding and building 

the quality chains, Managing quality, 

Quality starts with understanding the 

needs, Quality in all functions



Conceptual Frameworks for 

Total Quality Management

Early TQM Frameworks and Concepts: 

Deming‘s fourteen points, Juran‘s ten steps, 

Corsby‘s four absolute and fourteen steps to 

manage improvement, Feigenbaun‘s 

approach to total quality control, Concept 

on Kaizen‘s tools—PDCA, 5s, 7 wastes, 7 

old and new quality tools, 5 whys, value 

stream mapping, 



Conceptual Frameworks for 

Total Quality Management

Workstation improvement and success 

stories, Shigeo Shingo‘s approach—Zero 

quality control, Just-In-Time(JIT), and 

Single Minute Exchange of Dies 

(SMED), Garvin‘s eight quality 

dimensions, Ishikawa (Fishbone) 

diagram, Taguchi‘s philosophy to 

quality, The common causes of TQM 

failures 



TQM Tools

Benchmarking—Definition, concept, 

benefits, elements, reason for 

benchmarking, process of benchmarking, 

FMEA, Quality Function Deployment 

(QFD)—House of Quality, QFD Process, 

Benefits, Taguchi Quality Loss function, 

Total Productive Maintenance (TPM)—

Concept, Improvement needs.



Six Sigma

Concept, Features of Six Sigma, Goals of 

Six Sigma, DMAIC, Six Sigma 

implementation, Lean Sigma— Five Lean 

tools and principles to integrate into Six 

Sigma



Quality System Standards

Concept, Requirement and benefits of -

ISO 9000 series, ISO 9001:2000, ISO 

9001:2008, ISO 14000.



Syllabus

1. Introduction to Quality and Quality 

management

2. Conceptual Frameworks for Total 

Quality Management (TQM)

3. TQM Tools

4. Six Sigma

5. Quality System Standards



Introduction to Quality and 

Quality management

Concept of quality, Competitiveness and 

Customers, Understanding and building 

the quality chains, Managing quality, 

Quality starts with understanding the 

needs, Quality in all functions
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Introduction

Total – Made up of the whole(or) Complete.

Quality – Degree of Excellence a product or service 

provides to the customer in present and future.

Management – Act , art, or manner of handling , 

controlling, directing, etc.

TQM is the art of managing the whole to achieve 

excellence.
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"TQM is a management approach for an 

organization, centered on quality, based on the 

participation of all its members and aiming at 

long-term success through customer satisfaction, 

and benefits to all members of the organization 

and to society." 

Definition

TQM is composed of three paradigms:

Total:   Organization wide 

Quality: With its usual Definitions, with all its 

complexities (External Definition)

Management: The system of managing with steps 

like Plan, Organise, Control, Lead, Staff, etc. 

http://en.wikipedia.org/wiki/Quality
http://www.webdictionary.co.uk/definition.php?query=quality
http://en.wikipedia.org/wiki/Management
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Definition

Total Quality Management

(TQM) is a management strategy 

aimed at embedding awareness of 

quality in all organizational 

processes. 

http://en.wikipedia.org/wiki/Management
http://en.wikipedia.org/wiki/Awareness
http://en.wikipedia.org/wiki/Quality
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Explanation
TQM requires that the company 

maintain this quality standard in 

all aspects of its business. 

This requires ensuring that things 

are done right the first time and 

that defects and waste are 

eliminated from operations.

http://en.wikipedia.org/w/index.php?title=Quality_standard&action=edit


What is quality?

 It is a simple question, but with a not-so-

simple answer.

Oxford American Dictionary defines quality 

as ―a degree or level of excellence.‖ 

American Society for Quality Control 

(ASQC) is ―the totality of features and 

characteristics of a product or service that 

bears on its ability to satisfy given needs.‖ 



What is quality

Garvin: ―Quality is an unusually slippery 

concept, easy to visualize and yet 

frustratingly difficult to define.‖ 

Quality is defined as being about value 

(Feigenbaum, 1983)

Quality is conformance to standards, 

specifications or requirements (Crosby, 

1979)



What is Quality?

Quality is fitness for use (Juran, 1989)

Quality as excellence (Peters and 

Waterman, 1982)

Quality is concerned with meeting or 

exceeding customer expectations 

(Parasuraman et al., 1985)

Quality means delighting the customer 

(Peters, 1989)



Quality Management

 a) Quality is a measure of how closely a 

good or service conforms to the specified 

standard

 b) Quality standards may be any one or 

combination of attributes and variables of 

the product being manufactured.



Performance

The basic operating characteristic of a 

product is performance. For example, how 

well a car handles or its mileage etc.

Features

Features are the ―extra‖ items added to the 

basic features, such as stereo CD or a 

leather interior in a car.



Reliability

Reliability is the probability that a product 

will operate properly within an expected 

time frame, e.g., a TV without repair for 

about 7 years.

Conformance

Conformance is the degree to which a 

product meets pre established standards.



Durability

Durability tells how long a product lasts, i.e. 

its life span before replacement.

Serviceability

Serviceability is the ease of getting repairs, 

the speed of repairs, and the courtesy and 

competence of the repairperson.

Aesthetics

Aesthetics tells how a product looks, feels, 

sounds, smells or tastes. 

Safety



Concept of Quality

•What does the term quality mean? 

•Quality is the ability of a product or service 

to consistently meet or exceed customer 

expectations. 



Quality

• Quality is customer satisfaction. 

• Quality is a relative term, generally used 

with reference to the end-use of the product 

or service. 

• According to Edwards Deming, Quality 

should be aimed at the needs of customer, 

present and future. 



Quality

Quality may be defined as ―the sum of all 

characteristics and attributes of a certain 

product or service which make it 

acceptable to the people for whom it is 

meant.‖ Quality is an important factor for 

manufacturing or non manufacturing 

sector in profit making and non profit 

making organizations. 



Quality

Good product quality doesn‘t occur by 

accident. It is the result of intelligent efforts. 

An organization must do series of work, 

each in perfection to achieve the desire 

quality. Products, whether goods or services 

are of good quality only if customer say 

they are. i.e. only if they meet the given 

specification and meet customer‘s needs 

and expectation.



Quality

Before second world war (1970) japans 

product was very poor 

After world war with the help of American 

consultant Deming and Juran, Japan started 

to make quality product with competitive 

priority. 



Mid-1970 energy crisis created demand of 

fuel efficient Japanese car than large luxury 

cars. 

 •The quality practice by car industry spilled 

over into Japanese industries. 



Quality Journey

Inspection

Before 1900

Quality 
Control 

(1900-1930)

Quality 
Management 

after 1950

Quality 
Assurance 

(1930-1950)



Conformance to Specifications 

Value 

Fitness for Use 

Support 

Psychological Impressions 



Competitiveness

To succeed, they would have to compete 

globally.

To compete globally, they would have to 

produce goods of world class quality, which 

meant producing better goods but at 

reasonable, competitive prices.



Competitiveness is

– of being able to compete, contest, or 
strive

– to survive, better perform or 
outperform, etc.

– in long run it is survival of the fittest

– race among the players in the 
industry or sector to improve your 
bottom line



Competitiveness

How effectively an organization meets the 

wants and needs of customers relative to 

others that offer similar goods or services



Driving force of competitiveness

– Sense of urgency for survival

– Vision, leadership

– Competitive environment 

– Customers’ sophistication 

– Quality/competitiveness of support services

– Policy and structural frameworks, etc.
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Businesses Compete Using 
Marketing

 Identifying consumer wants and needs

Pricing

Advertising and promotion
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Businesses Compete Using 
Operations

Product and service design

Cost

Location

Quality

Quick response
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Businesses Compete Using 
Operations

Flexibility

 Inventory management

Supply chain management

Service and service quality

Managers and workers
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Why Some Organizations Fail

Too much emphasis on short-term 

financial performance

Failing to take advantage of strengths 

and opportunities

Neglecting operations strategy

Failing to recognize competitive threats
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Why Some Organizations Fail

Too much emphasis in product and 

service design and not enough on 

improvement

Neglecting investments in capital and 

human resources

Failing to establish good internal 

communications

Failing to consider customer wants and 

needs



Understanding and Building the Quality

customers are the 

valuable assets

Concept of internal 

&  external customer



Quality starts with understanding 

the needs

 by discussing their needs with them

 by asking for Customer Feedback 

 by analyzing complaints

 through Staff Feedback 

 carrying out Market Research

 through Customer Surveys

 through Questionnaires



Quality starts with understanding 

the needs

 through Customer Audits

 through Attitude Surveys

 through panel or focus group discussion

 through in-depth interview

 through Brainstorming and discussions



Customer Satisfaction Process

Step 1 – Understanding Customer 

Expectations

Step 2 – Promises to Customers

Step 3 – Execution

Step 4 – Ongoing Dialog with a Customer

Step 5 – Customer Satisfaction Surveys



To Satisfy customer org has to ..

 Identifies customer needs.

Designs the production and service systems 

to meet these needs

Measures the results as the basis for 

improvement

 Integrates customers into the strategic 

planning activities of all managers.



Quality and process



Quality in all function.

For an organization to be truly effective, 

each component of it must work properly 

together. Each part, each activity, each 

person in the organization affects and is in 

turn affected by others. Errors have a way 

of multiplying, and failure to meet the 

requirements in one part or area creates 

problems elsewhere, leading to yet more 

errors, yet more problems, and so on.



 Managements that rely heavily on exhortation of the 

workforce to ‗do the right job right the first time‘, or 

‗accept that quality is your responsibility‘, will not 

only fail to achieve quality but may create division 

and conflict. These calls for improvement infer that 

faults are caused only by the workforce and that 

problems are departmental or functional when, in 

fact, the opposite is true – most problems are 

interdepartmental. The commitment of all members 

of an organization is a requirement of ‗organization-

wide quality improvement‘. Everyone must work 

together at every interface to achieve improved 

performance and that can only happen if the top 

management is really committed.


