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PREFACE

No management issue since the scientific management movement pio-
neered by Frederick Taylor has had the impact of the current concern with
quality and productivity. Quality expert J.M. Juran calls it a major phenom-
enon in this age.

It is generally agreed among U.S. executives that quality in products
and services is essential in order to maintain and improve competitiveness
in global markets. There is unequivocal evidence to indicate that for the
individual firm, quality means greater market share and profitability. Therein
lies a paradox. Despite the known benefits of quality, many firms do not
perceive it as a route to greater success. Others are unwilling to take the
necessary actions to overcome bureaucratic inertia. This fixation with
structure and the status quo is unfortunate. It is in opposition to quality
improvement as well as the quality of work life and the people dimension
of management. Significant potential exists in all organizations for improv-
ing productivity and quality.

This book is about total quality management (TQM) and about
operationalizing a philosophy of management, a corporate vision, and a
strategic differentiation. This is achieved by integrating all functions and
activities for the purpose of continuous improvement and customer
satisfaction. Central to the implementation of TQM operationalization is an
understanding of the organization as a collection of interrelated processes.
Therefore, the practice of the basic tools and principles of process
improvement is necessary.

The book is written for practitioners who are responsible for develop-
ing and implementing TQM programs in their organizations, whether in
manufacturing or service industries. It is also an excellent text for college
students as well as for organizational development and training programs.
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xiv m  Principles of Total Quality

The book is organized into four parts. In Part I, Management of Total
Quality, the core ideas of TQM are provided. These are based on the
Malcolm Baldrige Award and the criteria that are universally recognized as
the standards for quality programs. These criteria are expanded and
integrated with supporting management principles. Also included is the
important topic of benchmarking, as well as a discussion of work teams
and the other basics of organizing for quality productivity, the other side
of the productivity/quality coin, is essential for rounding out a TQM
program. Additionally the cost of quality is described as the basic standard
of measurment for quality improvement.

Part II contains a treatment of the basic tools and techniques that are
needed for data gathering and analysis related to process improvement.
Part III provides criteria for quality programs that are based on the
Baldrige Award, ISO 9000, QS-9000, and ISO 14000 as this latter movement
accelerates in the United States.

Part IV contains a step-by-step approach for the firm applying for ISO
9000 certification and a comprehensive case study that illustrates and
integrates the many dimensions of the TQM program.
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MANAGEMENT
OF
TOTAL QUALITY

The concepts of quality and good management principles have been
around for some time, but each has been treated separately and the two
sometimes considered unrelated topics. Both concepts are integrated in
Part I, where the idea is advanced that quality requires the continuing
application of management principles.

In Chapter 1, the concept of total quality management (TQM) is
introduced, the emergence of the movement is traced, and the pioneers
who developed the principles and techniques are identified. In Chapter 2,
the need for top management support and involvement is outlined, and
how this should be reflected in the corporate culture and supporting
management systems is described.

How information systems serve both strategic and operational needs
and link organizational functions is described in Chapter 3. Elements of
system design are addressed.

In Chapter 4, the process of strategy development is explained and the
role of quality as the differentiating factor in strategy is explored. The idea
of involvement and empowerment as the critical dimension of human
resource management is presented in Chapter 5, and the need to make
quality a central ingredient of these methods is examined.

The emergence of process control rather than final inspection as a
means to continuous improvement is traced in Chapter 6. Quality function
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deployment and just-in-time are discussed. The measurement and im-
provement of customer satisfaction and standards for customer retention
are covered in Chapter 7. In Chapter 8, the steps involved in benchmarking—
comparing oneself to best-in-class organizations—are provided.

The systems approach to a TQM organization style and how to achieve
cross-functional integration with teams are described in Chapter 9. In-
cluded in Chapter 10 are the basics of productivity management and how
productivity is achieved through quality improvement.

The cost of quality is covered in Chapter 11, as well as how to measure
the cost of not meeting customer requirements—the cost of doing things
wrong. The use of quality cost information is also discussed.



