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Abstract

Need of quality is everywhere. It is the prime mover of any business. Everything is useless without quality. The

nature of quality is dynamic and its demand is ever lasting. Quality makes everything from zero to hero. It is

quite common that the failure of business establishments without commitment to the quality is increasing.

Quality Management ensures that the Product/Service is planned, designed and delivered to meet the

Customer's requirements. A company which is trying to improve its quality requires the same level of efforts to

improve all of its inputs. Workers motivated by the company's welfare, responsibility and leadership team will
have a high morale on achieving a good amount of quality improvements. Quality gives the value to product
and service, which will make it sustainable in the competing markets. A quality product generates more
revenues, which will reflect on the employee productivity. Achieving and maintaining quality is the function of
continual improvement and profit generation. After maintaining the quality, if, any business starts to
concentrate on quantity only, it is certain that business will close shortly. Quality Management ensures that
vour customers always receive the product which exceeds their expectations. Quality also decreases the time to
market the product/services. This also helps in promoting international trade and enhancing marketing.

Product of excellent quality always delights the customers.
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Introduction nonfinancial criteria and depending on what is the basis of
Business is extremely dynamic in new economic era competitive advantage, few dimensions of competitiveness
and, therefore, one of the key challenges for enterprises is to can be identified, and they are (Chase, etal., 2004)".

transform the organizational design into a more modern and

more flexible way. Functional silos and the principle of = Costs (make it cheap)
“command and control” can significantly interfere with = Quality (make it good)
implementation of the strategy, so, managers have to = Delivery speed (make it fast)
renounce those (Kaplan & Norton, 2001)°. On the other side, = Delivery reliability (deliver when promised)
with help of process approach to management and employee = Volume flexibility (change its volume as required)
empowerment, managers create conditions for = Innovativeness (change it continuously)
understanding strategy and talking about strategy, and also
for its successful implementation. Accordingly, changes in These factors of competitiveness can be classified into three
the way of formulation and implementation of strategy must dimensions-
be accompanied by changes in the way of measuring the e Costs (in terms of product price),
success of its implementation. Not only financial criteria e Quality and reliability (in terms of product
should be considered, but also other criteria should be functionality and continuous fulfillment of
ggtlxi:)eg in long term and from all aspects (Salehi & Behzad, customers' requirements),
. ’ ] Time and flexibility (in the sense that the product is

This means that, besides ﬁna.ncxa'll, managers nged to use always available to customers and that is always delivered on
non-financial measures and criteria, which indicate the time, or that new products and processes are introduced in
extent to which the enterprise uses the intangible resources time)
(Hanson & Erikson, 2002). Non-financial measures
supplement the financial, as indicators of future financial According to Skinner (Rao et al., 1996)”, the
picture of the enterprise. Concerning both, financial and dimensions of competitiveness are in the trade-off
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relationship because it is not possible to simultaneously
achieve high quality, low costs and on-time delivery of
products.

Literature Survey

Quality has been present throughout the history of
human development, and its significance has not decreased
yet. On the contrary, the last few decades can be considered
as the decades of quality and science that is concerned with
quality issues is accepted as quality management science.
Pioneers in the development of the quality management
science are Edwards Deming, Joseph Juran and Armand
Feigenbaum. The work of these people was recognized in the
late 1940 and since then they have been embraced by
Japanese businessmen. In 1947 Deming held the first lecture
on quality control. Other famous scientist concerning quality
management science was Mr. Juran. He emphasized the
importance of vertical management and technical methods of
quality control. Except Deming and Juran, Feigenbaum has
gained recognition due to his work in Japan. He is known for
developing the approach of Total Quality Control TQC
(Feigenbaum, 1986)°. The most famous among Japanese
experts in the field of quality are Kaoru Ishikawa, Genichi
Taguchi and Shigeo Shingo. They are responsible for the
further development of Total Quality Control. Ishikawa
argued that the implementation of quality control means the
development, design, manufacture and service of quality
products, which is the most economical, most useful way,
and which always meets the needs of customers. Genichi
Taguchi's philosophy refers primarily to the manufacturing
process management. Shingo has developed a method
known as Poka-Yoke (error proofing) for such a production
management system in which, theoretically, errors and
unnecessary costs cannot occur. When Japanese enterprises
shown their business results and they confirmed the
importance of quality management, quality started to
occupies the attention of American theoreticians,
practitioners and businessmen.

According to Simon (Simon, 1991), business
modeling system involves the definition of inputs, processes
and outputs with feedback. In the context of quality
management, this principle implies connection of process
management and quality assurance processes (Foster,
2004)’. During the 1970's and 1980's, Mr. Philip Crosby and
Claus Moller gave a great contribution to development of
quality by their research. Philip Crosby pointed out that
quality is free because the costs of prevention will always be
lower than the costs of identification and elimination of
errors and mistakes that have already been made (Crosby,
1979)’. Claus Moller in his work has pointed out about the
quality of care for people. According to Srivastava, S.B.,
quality of maintenance enhances production (Srivastava,
S.B, 2009)". The foundation of learning of Claus Moller is
the focus on the human factor. In this sense, he has
formulated 12 principles (Laguna & Marklund, 2005)" that
may be useful in improving quality. Bill Smith is known as
founder of the Six Sigma concept at Motorola. He was
inspired by many innovations and achievements in the field
of quality production.

Importance of Quality in Business- Quality helps to
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determine a firm's success in a number of ways like -

» Customer loyalty they return, makes repeat purchases
and recommends the product or service to other
customers.

» Strong brand reputation for quality..

» Retailers want to stock the product.

> As the product is perceived to be better value for moncy,
it may command a premium price and will become
more prices inelastic.

» Fewer returns and replacements lead to reduced costs.

» Attracting and retaining good staff.

»Increasing profit and market share.

These all points can help and support the marketing
function in a business. However, firms have to work hard to
maintain and improve their reputation for quality, which can
easily be damaged by a news story about a quality failure of
your product and services. Here, in Figure No. 1, lower cost
means that cost of production will come down due to increase
of productivity and consequently per unit price of the product
will also reduce which will increase the market share of the
product resulting increase in the Financial Results. The ways
forachieving these goals is to increase the level of production
quality and the quality of business in general. Mainly, higher
quality of realization of production and processes leads to
reduction of variability and defects, and increases finished
product quality that increases saving and reduces cost.
Influence of quality is shown in Fig. No.1.

Customer's
Satisfaction

Increase of
Market Share

External ST I
Influence | Lower Price
Quuality Iinprovement
| Lower Cost
Internal
Influence Increase of
Financial Results
Higher
Productivity

financial result of an enterprise

Also, the effort for improvement of quality results in
increase in higher producitivity, satisfaction and loyalty of
customers, competitive advantage, market share growth and,
finally, leads to increase of financial results. The impact of
quality improvement, therefore, can be viewed internally and
externally. Internally, high quality means higher
productivity, which, consequently, allows lower prices and
higher competitiveness, market share and profits. On the
other hand, high quality, in terms of reducing of variations
and defects, and therefore reducing of costs and increasing
value added, also provides a positive effect on financial
results (Soin, 1992). From an external point of view, higher
quality means increased customer satisfaction, creating a
good reputation of the enterprise and increasing the number
of loyal customers. Figure No. 1 shows the influence of
quality improvement on financial result of an industry.
Determination of Quality by Customers-

The determination of quality is being done by
customers itself as shown in figure number 2. Following is
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customers itself as shown in figure number 2.
Following i1s the model for determination of quality by
customer where customer determines the quality in two ways
1.e. by requirement and by assessment. Quality is upgraded at
every time with the development of mankind and society.
There was a time when not only in Europe but in our country
also, the complete manufacturing processes or activities were
performed by the cottage and very tiny units spread in the
small village and remote areas, away from metropolitan
cities. At that time all the work was done by craft men. Craft
man train to their children who take their position later on.

ISSN 0974-4037

management system element delivery. its review and
deployment.

e Risk analysis - An analysis of what could go wrong
together with strategies for risk reduction.

In the figure No. 3, a line diagram has been given for
quality management system. Quality is managed basically at
two stages, one is at project management stage and another is
at plant level or at company level. Both stages are important
for quality management point of view. Here SQMS stands for
statistical quality management system and QA stands for

This trend is still very common in the area of printing quality assurance.
manually on loop cloth; lock smithy, statue
making, wood works, sculpturing and making T
earthen parts etc. Figure No.2 shows that how the % Bl TEECERY
customers determine the quality . Quality B2 [;nprovement
q i Z Margg;ment QA Objectives SQMS Plan
o . g . Ketrics Development
Organizational Quality Plan Content H
An organizational quality plan is typically Process :
prepared by the Quality Manager and covers I Group Precess Description Quelity Management Systen

the followingissues- == eeee e e e mccmecccmmmcmmmme oo

e Quality objectives and goals - The overall
objectives of the quality management

program together with measurable goals to be
achieved.

Project Manager/ Development
Qualty Rep. Goals
Resources

Project/Product

Project
Quality Plan

¢ Quality management system scopes - Who and
what will be impacted by the quality
management system. For example- process
scope, product scope, organizational scope.

e Organization & responsibilities - Organizational
structure, reporting relationships, roles and
responsibilities for quality.

e Resource requirements - Identification of the people and
resources required to develop, use, maintain and improve
the quality management system.

e Cost benefit analysis- A quality program cost benefit
analysis addressing issues such as the cost of poor quality,
the cost to improve quality and the cost benefits to be
achieved.

Project Level {mm

Customers

»| Requirement |

SOMS Tailoring

Figure No. 3, Line diagram of quality management system

Project Quality Plan Content-

A project quality plan describes the tailoring of an
organization's quality management system for a particular
project. It consists of Goals, Resources and SQMS
(Statistical quality management system). With help of project
quality plan project or product development activities arc
organized.

Processes improvement Plan-

Quality At company level process improvement plans

Input

Customers
'\ n
N

Specificatio e .
are prepared. It is divided in to two parts, one

is the process group and another is the quality
2 management group. Process group works on

y

Customers
Assessment

Vendors Quality Feed Bac

process description and quality management group
works on quality assurance objectives and

Y

Quality feed back

Pouducsrs matrices. Thus both together are responsible for
Process SQMS. Thus quality management system is

applicable at project level and at company level
= | and combining both together constitutes the
i |, quality management system.

Fig. No. 2, Determination of Quality by Customers

e Activities and deliverables- The quality management
system elements can produce or improve the quality
management system development activities required.

» Schedule - The timeframes in which the work will be
achieved together with major milestones for quality

Quality Management Principles -
“A quality management standard is a comprehensive and
fundamental rule/ belief, for leading and operating an
organization, intended at continually improving performance
over the long term by focusing on customers satisfaction
while addressing the needs of all other stake holders". The
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eight principles of quality management are

e Customer-Focused Organization.

e Leadership.

e Involvement of People.

e Process Approach.

e System Approach to Management.

e Continual Improvement.

e Factual approach to decision making.

e Mutually Beneficial supplier relationship.

Customer-Focused Organization-
"Organizations depend on their customers and therefore

should understand current and future customer's needs, meet
customer's requirements and strive to exceed customer's

expectations".
Leadership-
"Leaders create unity of function and direction of the

organization. They should create and maintain the internal
environment in which people can become fully concerned in

achieving the organization's objectives."
Process Approach-
"A desired result is achieved more professionally when

related resources and activities are managed as a process."

Realistic Approach to Decision Making-
"Valuable decisions are based on the analysis of figures and

information."

Mutually Advantageous Supplier Relationships-
"An organization and its suppliers are interdependent, so,

mutually advantageous relationship enhances the ability of

both tocreate value."”

Conclusion-

If, the enterprise wants to be in a group of successful
enterprises, it has to generate money, achieve positive
financial results, constantly, day after day, and at the same
time, it has to build and develop businesses which will ensure
the achieved results sustainability for the long run. Quality
Concept help managers in resolving the paradox that
provides long-term financial results through improvement of
projects/products/services and, at the same time, it also
develops the quality management capacity for the future
through investment in human capital and key quality
processes.

In order to gain sustainable competitive advantage, quality
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should be considered as prime factor to win the customer's
desire. It is necessary to understand the significance of all
dimensions of business quality and the necessity of providing
their optimal combination of quantity. Quality increases the
business profitability and sustainability. It is the key arca of
business success.
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