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‘Barrie and David are among the leading researchers and the best teachers in total
quality management. Their teaching in quality management and performance
improvement at Manchester Business School was very well liked by their students
for many years. In this sixth edition of the book, they have chosen to cover a broad
range of topics in TQM in great depth. While different companies may take dif-
ferent approaches to achieve their strategic goals, no company could afford not
to commit itself to improving the quality of its products and services for ultimate
customer satisfaction. This book introduces all important areas of TQM to stu-
dents and provides a rich knowledgebase for both study and practice in quality
management.’
Professor Jian-Bo Yang, Chair of Decision and System Sciences,
Alliance Manchester Business School, The University of Manchester

‘Previous editions of this excellent text have provided the basis for student reading
and class reflection on current issues in quality management, but I am particularly
pleased to see an excellent set of online resources to accompany the new book. The
presentation material, exercise questions and video/web links provide an invalu-
able resource both for lecturers teaching the subject for the first time, but also
for experienced teachers wishing to compare, contrast and update their material
when adopting the book and planning future course delivery. I will certainly adopt
and adapt the resources provided in my teaching of quality management from
now on.’
Dr Paul Forrester, Senior Teaching Fellow, Keele Management
School, Keele University

‘A sustained focus on Quality Management is arguably the most important
attribute of a competitive organization. An essential read for students, scholars
and practitioners, the textbook provides an extensive examination of contem-
porary Quality Management that is timely, informed and accessible. The online
resources are invaluable for educators and students alike, bringing a blended learn-
ing dimension to each chapter through multi-media videos, case studies and inter-

active teaching materials.’
Dr Claire Moxham, Senior Lecturer in Operations Management,
Management School, University of Liverpool
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Preface

The subject of Quality Management is vast. There are many issues and interfaces
to consider, and there are a considerable number of tools, techniques and systems
which an organization can use to assist it in the introduction and development
of the concept. The text covers the main aspects and functions of Quality Man-
agement, from identifying customer needs and requirements through to quality
planning, supply and production/operations. This sixth edition of Managing
Quality builds on the success of the previous publications. The book covers the
main concepts and issues currently being debated and considered by business
leaders throughout the world. It is a very comprehensive text and has developed a
track record and following amongst students, academics and practitioners. Its pur-
pose is to provide the reader with an appreciation of the concepts and principles
of Quality Management. It has proved to be a wide-ranging source of reference
for the many tools, techniques and systems which are associated with the concept.

In the book the term ‘total quality management” (TQM) is used to describe
the process of transformation by which all parts of the organization have a focus
on quality with the ultimate objective of customer satisfaction and delight. Some
people argue that the term TQM has fallen out of use, with directors and man-
agers regarding it as a fallen star and a jaded concept. They moved on to what
are perceived as newer concepts (e.g. Six Sigma, lean mapping, etc.). There is
little doubt that in many companies and industries the issue of improvement in
the quality of products and services remains urgent. Therefore in this book we are
sticking to the term TQM and, when appropriate, coupling it to ‘Strategic Process
Improvement’.

The feedback on previous editions indicates that the book has been useful to
industrialists, management consultants, academics, and undergraduate and post-
graduate students from a variety of disciplines; TQM is not the special province of
one group of people or one discipline. People studying for professional examina-
tions that involve considerations of quality have also benefited from the use of the
book. We hope readers will read the whole book to gain an understanding of the
breadth and depth of Quality Management. However, most of the chapters do
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Figure 0.1 A conceptual model of management quality

stand alone and readers may choose to dip into the book in order to learn more
about a particular subject.

In the spirit of continuous improvement, and a move into providing electronic
support materials, a major revision of the book has been undertaken this time
around. All chapters were fully reviewed and, to provide greater focus for the
reader, some were extensively revised /combined, and some removed. In addition,
appropriate support materials are now provided online (e.g. Instructor Resources,
teaching slides, additional cases, key questions for each chapter, etc.). Please visit
the book page on www.wiley.com for additional information /access.

The text is still arranged around four main areas; however, these have been
refined and are presented as a conceptual model within Figure 0.1.

These interlinking parts serve to communicate the applied breadth and depth
of aspects of relevant Quality Management application of tools, techniques and
systems. Specifically the parts cover: Part One: Development Quality — overview
and management, received wisdom, framework for TQM; Part Two: Business
Context — policy deployment, quality costing, managing service quality, supplier
development; Part Three: Quality systems, tools and techniques — quality systems,
quality management tools, quality management techniques; Part Four: Sustaining
Quality — teams, self-assessment and awards, New challenges, The future. We
present the conceptual model of this.



Preface xix

The academic contributors have also outlined some of their recent research
findings. We do hope that readers will find some new ideas and angles on subjects
which have been brought to their attention. It is to be hoped that, through study
of the text, readers will be encouraged to take up the challenge of strengthening
their commitment and dedication to TQM and continuous improvement.

Barrie G. Dale
Professor Emeritus
Alliance Manchester Business School

David Bamford
Professor of Operations Management
The Business School, University of Huddersfield

Ton van der Wiele
Associate Professor Quality Management and Performance Improvement
Rotterdam School of Management, Erasmus University
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