Future Companies Innovation Programs – Operations Management (Quality)


1.7: Quality Management
	
1- [bookmark: _GoBack]What is  Quality?

There are several definitions of quality, the best definition is

“The degree to which a set of inherent characteristics satisfies requirements”

Crosby : Conformance to requirements specifications
Juran : Fit for purpose
Deming : An expected degree of consistency and reliability at a low cost appropriate  to the market.

In sum, we find that most definitions of quality contain or include three main issues:

. Physical conformity with specifications: suitability for use and conformity with the specifications of the customer’s requirements, needs, requirements and expectations.

. Delivery at the required time: that is, it should not be delivered before or after the time specified for delivery.

. Customer Services: a reference to relationships with customers, their prices, and services provided to them after the sale.

In other words, a quality of service/product is the product/service that leads to customer satisfaction, and a good definition of quality may be:
 
The sum of special qualities of an entity that depend on its ability to satisfy explicitly or implicitly stated needs.”

2- Internal and  External  Clients:

Quality = satisfied customers

· But why all this concern for customers?
Because without clients we have no business!

· But who are our customers?
They are in a group consisting of four varieties
· External customers
· Shareholders
· Employees
· Society

It is very important to meet the requirements of all customers and for this purpose, we all need to work together, and each of us contribute to succeeding in achieving what is required “from the first time, every time”.

To understand how we can do this, think of our company as a set of steps, and the path from the first stage to the final stage, is called total quality.

Between each stage there is an internal supplier and an internal customer link, each stage has an internal customer and an internal supplier, and we need to be aware of all the customer/supplier relationships that link each stage of our business process to the next.

It only takes one of us to fail to meet the requirements of our internal customers and the entire chain collapses and we have a dissatisfied customer.

What happens when we don't get it right?

In the past, we were unable to deliver what our external customers wanted because internal customer/supplier connections were broken somewhere, and our failed internal work creates an image  to  our external customers. This image may show us as:

- From those of high prices
- Neglected people
- Irresponsive people
- Non-understanding people
- Unreliable people
- Conflicted people

When we don't get things right the first time, we:

· Waste time.
· Cause problems for others.
· Make ourselves nervous.
· Waste money and materials.
· Provide low morale.



3- Quality  Progress:

The current progress in quality management has occurred through several stages as follows:

A- Screening: Differentiating between good and bad.  However, 15% of bad items still pass through the screening stage.
B- Quality  Control: planning inspections earlier in the production cycle, which helped identify errors earlier but did not prevent them from occurring.
C- Quality  Assurance: By focusing on meeting customer requests, which is the main goal of every organization, problems can be anticipated and prevented from occurring. Thus providing greater reassurance to the customer.

ISO 9000 defines quality assurance as:

“Part of quality management that focuses on providing confidence that quality requirements will be met.”

D- Quality Management: Ensuring that quality requirements are defined and met in such a way that maximum benefit is obtained for the organization with an emphasis on continuous improvement.

ISO 9000  defines Quality  Management as:

“Coordinated activities for the management and control of an organization with regard to quality."
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