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= Skilled craftsmanship during Middle
Ages

= Industrial Revolution: rise of inspection
and separate quality departments

= Statistical methods at Bell System
= Quality control during World War |1
= Quality management in Japan

= Quality awareness in U.S. manufacturing
industry during 1980s: “Total Quality
Management”

= Malcolm Baldrige National Quality Award
(1987)

= Quality in service industries, government,
health care, and education

= Current and future challenge: keep progress
in quality management alive

i Definitions of Quality
= %’?@%{% Pﬁ[}[ﬁ%ﬁ%‘ﬁﬁ ”%7 F "] (Juran
%@@ié’f FMB’ ﬁ‘*ﬁ{%lj‘*ﬁ&%'?ﬁ? [ Crosby

Wﬁ_* ﬁ’ IK/q 95 I/ [i" f“ —‘\// Ij: , £
Egiiﬁ)ﬁi I[FJ% g F{@HHTZ@% I/;ﬁ 15 1S0

AL 1 SR
Taguchi 1986 )




g 7

s
Garvingg e e #}gg 58
S > ’ﬁ’?’f Fl ;raﬁ -

\ | M = a:F: %Eﬁ#[ A

2. 5[7711’{[#[@%@

Parasuraman, Zeithamel, Berry(PZB)s&"%,

Ej'pﬂ‘[ﬂ: ,'IFﬁrM [FII’E@ fl:glllf'_‘

'-‘\ ~ [“Fl

4 )
'J =

4

i Principles of Total Quality

m Customer and stakeholder focus
m Participation and teamwork

m Process focus and continuous
improvement

i TQ Infrastructure(JL#E5{1H)

m Customer relationship management
m Leadership and strategic planning

m Human resources management

m Process management

m Data and information management

i Systems Thinking

= A system is the functions or activities within
an organization that work together for the
aim of the organization.

= Subsystems of an organization are linked
together as internal customers and suppliers.

= A systems perspective acknowledges the
importance of the interactions of subsystems,
not the actions of them individually.




Critical Differences between
i Service and Manufacturing (z or2)

= Customer needs and performance
standards are more difficult to identify
and measure

= Services requires a higher degree of
customization

= Output is intangible

Critical Differences between
i Service and Manufacturing @ or2)

= Services are produced and consumed
simultaneously

s Customers are often involved in actual
process

= Services are more labor-intensive than
manufacturing

= Services handle large numbers of
transactions

i Who’s Who?

i e

= (MRS s Al

- m&pﬂﬁ4 DA

EBI R Fz

o [[J[]?ga{ﬁ4 LS

s PNEIET £ RS 2GS
-Wwﬁ?*%%%?%

R PIPSe g apA Sfr R AR




=

:$%ﬁﬂﬁﬂ

u 19254?& %&E TEI; ?_,pp?o%i E %‘er’\;' L fw%?ﬁ.

""3 F’B m fu;'l'lal ;/m; o

m 1931 3 4 (1 ¥ @ &gt s
F) B4 0APEE hA

< HEEFIRES L
€ A Tl s R

@M@ﬂ

1944 &
IR IR o
1950£77 o p A f 4l 2 AL G h B A
S AR
poAfLP 1951 & K 2P &
MESEPEALIIBA L DER

AFE (R

x

P SANSE =

1980 # NBC ZK&P@%*{ Tp &gp > VL&

P2 we 9 N ”}35‘1"’51\%@]_"%9”{} w4

o

A F R

.%__I_ i #‘;h—. D'I ﬁ*: :'% F} / *
Plan Do

EEE A T
HE R A
Act  Check B — &k RE B

B P A FFIE o

B 5 L oe—

WA
ST EBEWA

C—=

p — i~ ME - TRk

ELL :"*\Q‘-

12| #eeA ey R A sl

DI PR

1 B X
Create and publish a company mission statement and
commit to it.
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Learn the new philosophy.
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Understand the purpose of inspection.
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End business practices'driven by price alone.
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Constantly |mpr(fve system of production and service.
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Institute training.
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Teach and institute leadership.

PR

Drive out fear and create trust.
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Optimize team and individual efforts.
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iminate exhortations for work force.
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Eliminate numerical quotas and M.B.O.
12.  PREIE e

Remove barriers that rob people of pride of
workmanship.

13. ﬁfﬁéﬁ ? 5
Encourage education and self-improvement.
14. FRIVIFEY

Take action to accomplish the transformation.
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i Three Steps to Quality

= Quality Leadership, with a strong
focus on planning

= Modern Quality Technology,
involving the entire work force

= Organizational Commitment,
supported by continuous training
and motivation
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= “Quality is free. It’s not a gift, but it is free. What costs
money are the unquality things -- all the actions that
involve not doing jobs right the first time.”

= Cost of quality is the only useful measurement
= Zero defects is the only performance standard
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= Instrumental in developing
Japanese quality strategy

= Influenced participative approaches
involving all workers

= Advocated the use of simple visual
tools and statistical techniques

www.baldrige.org www.juse.or.jp/e/deming/ nqa.csd.org.tw

i Deming Prize

= Instituted 1951 by Union of Japanese
Scientists and Engineers (JUSE)

= Several categories including prizes for
individuals, factories, small companies,
and Deming application prize

= American company winners include:
Florida Power & Light, and
AT&T Power Systems Division




Malcolm Baldrige

National Quality Award

nstituted 1987 to help
improve quality in U.S.
companies

Recognize achievements of
excellent firms and provide
examples to others

Establish criteria for
evaluating quality efforts

Provide guidance for other
U.S. companies

Malcolm Baldrige,

former U.S. Secretary

of Commerce

The Baldrige Framework
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ISO 9000:2000 1SO 9000:2000 Quality

standards adopted by i’lanagement Principles
International Organization for 1. Customer Focus
Standardization in 1987; revised in 1994 >, Leadership
and 2000 3. Involvement of People
= Technical specifications and criteria to be 2. Process Approach
used as rules, guidelines, or definitions of 5. System Approach to Management
characteristics to ensure that materials, 5. Continual Improvement

products, processes, and services are fit

) 7. Factual Approach to Decision Making
for their purpose.

s. Mutually Beneficial Supplier Relationships




