
TotalQualityManagement

Introduction:TotalQualityManagementisanewapproachtoimproveproductqualityand

increasecustomersatisfactionbyrestructuringtraditionalmanagementpractices.

Customerdrivenquality,strongqualityleadership,continuousimprovement,actionbasedon

factsdataandanalysis,employeeparticipation,andimprovedtwowaycommunicationsystem

arethefeaturesofTQM.Totalqualitymanagementisacompanywideactivityandvarious

functionaldepartmentscontributetoitssuccess.Toputitinsimplewords'itisanorganisation

widecommitmenttodothingsrightandstrive,forcontinuousimprovementintheperformance'.

Howdidthisconceptcomeintovorgue?

Tounderstandthiswehavetolookintothehistory.Atthebeginningofthe20thcentury,

industrialprogresswasmostlyrestrictedtoEuropeancountriesandtheUSA.Othercountries

werenotmakinganysignificantprogress.Butduringthelastfiftyyears,industrializationand

associatedtechnicalinnovationshavemademindbogglingprogress.Now,exceptforafew

countriesalmostallarevyingforaplaceinthefierceglobalmarkettrade.

Theconsumerisgainingmoreandmoreimportanceeveryday.Qualityisthekeywordforthe

competitivepositionofanyorganisation.Now,becauseoftheaddedimportanceandattention,

qualityfunctionsarespreadthroughouttheorganisation,from raworcomponentsupplierto

fieldtechnicalservice.AllarepartofTotalQualityManagementfunction.Thewordquality

whichwasoriginallyrelatedtocustomersatisfactionlostthatsignificancewiththe

industrialisation.Onceagainacustomerisgainingalotoffocusandattention.

ImpactofTQM inanorganisation:

Thiswillreflectinterm ofthefollowingaspects:

a)Betteremployeerelation

1)Increasedsatisfaction

2)Regularattendence

3)Lessturnover

4)Improvedsafety/health

5)Highersuggestionsreceived

b)Improvedoperatingprocedures:

1)Higherreliability

2)Promptdelivery



3)Shorterorderprocesstime

4)Errorfreeproduction

5)Betterprofuctleadtime

6)Lesserinventory

7)Improvedqualitycost

8)Highercostsavings

9)Twowaycommunicationsystem

c)Greatercustomersatisfaction

1)Improvedoverallsatisfaction

2)Feworlowcomplaints

3)Highercustomerretention

d)Increasedfinancialperformance

1)Highermarketshare

2)Moresales

3)Highersalesperemployee

4)Betterreturnoninvestment

InTQM everyoneisinvolvedinproducingdefects.Intheconventionalapproachtoquality,

shopfloorisaccused.Two-thirdsoftheworkforcewasexcludedfrom qualityconcerns.InTQM

everyoneisinvolvedintheprocessfrom themanagingdirectortotheofficeclerk,labourand

canteenstaff.Everyoneinthecompanyisresponsibleforproducingqualitygoodsandservices

andcuttingthecostofquality.

Theideaofsynergyinteam work,wherethewholeisgreaterthanthesum ofitsparts,isakey

conceptinTQM whereitisusedtopromotecollaboration,consensus,creativeconflictand

team winning

WhoisresponsibleforQuality?

"Toachievethis'FITNESSFORUSE',whichisever-changing,alllevelshavetheresponsibilityto

maintainqualityandwillberesponsibleforcertainspecificactions.



TopManagement:Theyhavetheresponsibilitytokeeptrackofmarketconditions,customer

reactionetc.Thisshouldbeconvertedintodecisionandconvertedasnewproduct,orproduct

withadditionalorchangedfeatures.

MiddleManagement:

Theirjobistounderstandtherequirementandcoverthem asworkingsystems.

JuniorManagement/WorkForce:

Understandtheworksystemsandconfirm totherequirementsintermsof

standards/specifications.

HowtoimplementTQM?

Thereisnoparticularmethod.ButTQM introductioncallsforclearunderstandingof

(a).Presentstatus

(b).NeedforTQM

Thisshouldfollowwithacorestrategyandanimmediateactionplan.

TQM isnotaltogethernewtoanyorganisation,manyaspectsofitarealreadyinpractice.

ForanintegratedTQM program thefollowingaspectshavetobemadeoperationalona

company-widebasis.

1.Establishingaimsandobjectives

2.DefiningtheQualitypolicy

3.Qualityplanningandorganization

4.Describingfunctionalresponsibilities

5.Informationsharing

6.Statisticalthinking

7.Educationandtrainingtoall

8.In-processqualitycontrol

9.Qualitycost

10.Qualityaudit

11.Qualitymarketing(ifapplicable)



12.Newproductevaluation13.Purchasequalitycontrol

14.QualityCircleActivities

TotalQualityManagementimpliestheverificationofqualityateachandeveryprocessof

operation.Itisnotjustsamplingplanfortheacceptancerejectionoftheincomingmaterialsand

controllingmanufacturingprocessconditions,itis,infact,ajobateverystepofthecompany

activities.Thepurposeofgoodproductqualityistocreateagoodimageofthecompanyand

thisimageshouldbemaintained.Therefore,thecompanyhastoattendtothecomplaintsfrom

customersandprovideperiodicservicestothecustomers.

Thequalitycontrollaboratorywhichinspectsabatchofrawmaterials,orsemifinishedgoodsor

finishedgoodsandapprovesorrejectsthem hasmuchtocontributetoquality.Qualitycontrol

jobisnotonlytocheckthequalityoffinishedgoods.Rh3productqualityhasinputsfrom

variousanglesandatotalqualitycontrolprogrammeshouldconsiderthedifferentattributes

andaspectscontributingtoquality.Itisstatedthat"qualityiseverybody'sjobinabusiness".

Whenwelookattheorganisationswhoseproductsareoftopquality,wealwaysfindthatin

suchorganisationsallthecompanyemployeesatalllevelsandinallfunctionsaremotivatedto

contributetothetotalqualityestablishmenteffort.
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