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1.2 BASIC CONCEPTS OF TQM

Total Quality Management (TQM) is a comprehensive approach to improving organizational
processes, products, and services through continuous improvement, customer satisfaction, and employee
involvement. It is a philosophy and set of practices aimed at creating a culture of quality throughout the

entire organization. Below are the basic concepts of TQM:
1. Customer Focus

o Core Idea: The ultimate goal of any organization is to satisfy the needs and expectations of its
customers. Quality is defined by what the customer values, and success is measured by customer
satisfaction.

e Key Principles:

o Understand customer needs and expectations.
o Deliver products and services that consistently meet or exceed those expectations.

o Customer feedback is critical for continuous improvement.
2. Continuous Improvement (Kaizen)

e Core Idea: TQM emphasizes a continuous and ongoing effort to improve processes, products,
and services. This involves making small, incremental improvements rather than focusing solely
on radical changes.

e Key Principles:

o Regularly assess performance and identify opportunities for improvement.
o Foster a culture where employees are encouraged to suggest and implement
improvements.

o Use tools like Plan-Do-Check-Act (PDCA) cycles to guide improvements.
3. Employee Involvement

o Core lIdea: Every employee, from top management to frontline workers, is involved in the
pursuit of quality. Their participation is crucial in identifying problems, suggesting solutions,
and implementing improvements.

o Key Principles:

o Empower employees to take responsibility for quality in their areas.
o Provide training and resources to help employees contribute effectively.

o Encourage teamwork and collaboration across departments to achieve common goals.
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4. Process-Centered Approach

o Core Idea: TQM focuses on improving processes rather than just managing results. The quality

of output depends on the quality of the underlying processes.

o Key Principles:

o

Identify, map, and optimize critical processes to reduce variability and improve
efficiency.

Standardize processes to ensure consistency and reduce errors.

Use tools like flowcharts, cause-and-effect diagrams, and process maps to analyze and

improve processes.

5. Integrated System

o Core Idea: TQM requires a holistic approach, where all parts of the organization are aligned

toward common quality goals. It integrates various quality management practices across

departments.

o Key Principles:

@)

Departments and functions must work together to ensure quality is built into every aspect
of the organization.

Ensure that quality is a strategic priority from top management down to individual
contributors.

Use systems thinking to understand how different processes and activities interrelate and

impact overall performance.

6. Fact-Based Decision Making

e Core Idea: TQM emphasizes the use of data and facts to make decisions. Rather than relying

on intuition or assumptions, decisions should be based on objective, verifiable information.

o Key Principles:

o

Collect and analyze data to identify problems, track performance, and make informed
decisions.

Use statistical methods and quality tools (e.g., control charts, Pareto analysis) to evaluate
and improve processes.

Measure performance against clear metrics to assess the effectiveness of improvements.
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7. Communication

o Core Idea: Open, transparent, and effective communication is essential to the success of TQM.
All members of the organization need to be informed and engaged in quality improvement
efforts.

o Key Principles:

o Ensure clear communication about quality goals, objectives, and expectations.
o Foster an environment of trust and transparency, where employees can freely share ideas,
concerns, and feedback.

o Provide regular updates on the progress of quality improvement initiatives.
8. Leadership Commitment

o Core ldea: Strong leadership is critical to the success of TQM. Leaders must be committed to
quality at all levels of the organization and actively drive the cultural change necessary for TQM
to succeed.

o Key Principles:

o Top management should lead by example and demonstrate a strong commitment to
quality improvement.

o Set clear quality goals and provide the resources, training, and support necessary to
achieve them.

o Create a vision of quality that aligns with the organization's mission and values.

9. Supplier Quality Management

e Core Idea: TQM recognizes that quality does not just happen within the organization—it
extends to the entire supply chain. Suppliers should be treated as partners in quality
improvement.

o Key Principles:

o Develop long-term, mutually beneficial relationships with suppliers.
o Work with suppliers to ensure that their processes and products meet quality standards.
o Use supplier audits, performance reviews, and collaboration to continuously improve

quality across the supply chain.
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10. Strategic Quality Planning

Core Idea: TQM is not just a set of isolated activities; it requires alignment with the
organization’s long-term strategy. Quality objectives should be integrated into the overall
strategic planning process.
Key Principles:

o Define quality objectives that support the organization's mission and vision.

o Regularly review and align quality initiatives with changing customer needs and business

goals.
o Make quality a part of the organization's strategic priorities and allocate resources

accordingly

Summary of the Key Concepts of TQM:
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Customer Focus: Understand and meet customer needs.

Continuous Improvement (Kaizen): Constantly improve processes and products.
Employee Involvement: Engage all employees in the process of quality improvement.
Process-Centered Approach: Improve processes to ensure consistent and reliable quality.
Integrated System: Align all parts of the organization towards quality goals.

Fact-Based Decision Making: Use data and analysis for informed decision-making.
Communication: Maintain open, transparent communication throughout the organization.
Leadership Commitment: Leadership must actively support and promote quality.

Supplier Quality Management: Work collaboratively with suppliers to ensure quality.

10. Strategic Quality Planning: Integrate quality initiatives into the overall business strategy.

These principles, when effectively implemented, contribute to creating a culture of quality that

supports long-term success and customer satisfaction. TQM is not just a set of tools, but a philosophy

that permeates every aspect of an organization.
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