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Preface

We have entered the century of quality; we leave a century of productivity. The first decade
of this century has resulted in dramatic changes in the field of managing for quality. There has
been a surge of growth in performance excellence initiatives. The traditional quality management
activities have become integrated with other functions to meet the changing needs of our
customers. Professional societies, the many websites devoted to quality, publication of books and
papers, awards, and consultancies have all grown exponentially. Much of this growth can be
attributed to the need of our organizations to meet the new globally driven customer and
marketplace. Organizations must excel in a competitive world that features a service-driven
economy, global and virtual supply chains, mass customization, and technology that seems to
change in a nanosecond.

Our customers demand perfection in safety, quality, reliability, and cost, and timely
performance and delivering large quantities are now the norm. Failure to meet such needs and
high-performing goals will produce declines in business performance. At times, we have seen
rare and critical failures that make headlines and cause significant declines in brand reputation.
We refer to this as poor quality. It is the reason the quality practitioners exist—to prevent these
events from happening.

This edition has been rewritten for the practitioners who search to find the right methods to
create an enterprise quality management system to make quality happen. This new edition is not
about meeting product specifications; it’s not about statistical techniques. It is about how to use
them to attain superiority in quality and sustain business results. This book is about “Big Q,” as
Dr. Juran referred to it. In this book, “Big Q” is about what it takes for an entire organization to
manage for superiority in quality. It is for goods and service organizations. It is for improving the
quality of processes, systems, organizations, and leaders. In other words, this book is about
enterprise transformation using quality as the driver.

This book was written for ;

e Business and engineering students, both as an introductory text to the subject of managing for
quality and as an advanced text in quality management for those specializing in operations
management or industrial engineering.

e Managers and practitioners of ongoing improvement initiatives such as Performance
Excellence, Operational Excellence, Six Sigma, and Lean.

e Quality directors, managers, and engineers, including those preparing for the certification
examinations such as the Certified Quality Engineer, Quality Manager, Software Quality
Engineer, and Reliability Engineer.

e Black Belts and Green Belts—this book serves well as the primary text for Black Belts and

\



Green Belts as they undergo training and pursue certification. Master Black Belts will also
find this book useful in providing a solid grounding in the concepts, tools, and techniques
for attaining enterprise quality leadership.
New features of this edition include.

® Developing an integrated business management system to attain superior and sustainable
performance.

¢ New and expanded topics, including Delivering Quality with Lean; Six Sigma
Improvement; Design for Quality; Design for Six Sigma; Lean; Quality Risk Assessment;
Employee Engagement; and Enterprise Assurance: A Look Ahead,

® Updated and showcased real business project examples and presentations.

® A case study showcasing the application of Lean Six Sigma to error-proof process
documentation in an FDA-regulated biotech environment.

® A more extensive treatment of hypothesis testing, including a hypothesis testing road map to
guide practitioners in the choice of statistical tests. This can add value to Six Sigma Experts,
Green Belts, and Black Belts.

® Use of MINITAB software to analyze data and solve problems. Real-world examples using
MINTAB are featured.

e A website for instructors and students to access data sets, homework assignments, and web
links for further study and reference.

In addition, a full Instructor’s Manual is available, containing solutions to all problems and
additional case studies and their solutions. Enlargements of key figures from the book are on the
website.

We hope you will agree with the changes and find this textbook useful.

—J. A. De Feo
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