Unit—1

Introduction to Total Quality Management

TQM Definition

Total Quality Management (TQM) is a management approach that
emphasizes the continuous improvement of processes and products to meet customer
expectations. Here's a breakdown of the definition:

TQM Framework
1. Customer Focus: Identify and meet customer needs and expectations.

2. Continuous Improvement: Encourage a culture of continuous learning and
improvement.

3. Employee Involvement: Empower employees to participate in decision-making and
improvement efforts.

4. Process Approach: Focus on processes and systems rather than individual tasks.
5. Integration: Integrate quality management into all aspects of the organization.

6. Strategic Planning: Align quality management with organizational strategy.

7. Data-Driven Decision Making: Use data and analytics to inform decision-making.
PDCA Cycle

1. Plan: Identify opportunities for improvement.

2. Do: Implement changes and collect data.

3. Check: Analyze data and evaluate results.

4. Act: Refine and standardize improvements.

This framework provides a structured approach to implementing TQM
principles and practices. By following this framework, organizations can create a culture
of continuous improvement, employee involvement, and customer focus.

Benefits of TQM
1. Improved customer satisfaction: Meeting customer needs and expectations.

2. Increased efficiency: Reducing waste and improving processes.
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3. Reduced costs: Minimizing defects and rework.

4. Enhanced employee engagement: Empowering employees to participate in
improvement efforts.

5. Competitive advantage: Differentiating the organization through quality and customer
focus.

Awareness and Obstacles in TQM
Awareness of TQM

1. Quality culture: Understanding the importance of quality in all aspects of the
organization.

2. Customer focus: Recognizing the need to meet customer expectations and needs.
3. Continuous improvement: Embracing a culture of ongoing improvement and learning.

4. Employee empowerment: Understanding the value of involving and empowering
employees in the improvement process.

5. Data-driven decision making: Recognizing the importance of using data to inform
decision-making.

Obstacles to Implementing TQM

1. Lack of management commitment: Insufficient support and resources from top
management.

2. Resistance to change: Employees may resist changes to existing processes and
procedures.

3. Limited resources: Insufficient funding, time, or personnel to support TQM initiatives.

4. Poor communication: Inadequate communication about TQM goals, objectives, and
progress.

5. Cultural barriers: Difficulty in changing the organizational culture to support TQM
principles.

6. Lack of training and education: Insufficient training and education for employees on
TQM principles and practices.

7. Inadequate measurement and evaluation: Difficulty in measuring and evaluating the
effectiveness of TQM initiatives.
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8. Fear of failure: Fear of failure or making mistakes can hinder the implementation of
TQM.

Overcoming Obstacles

1. Develop a clear vision and strategy: Establish a clear understanding of TQM goals and
objectives.

2. Secure management commitment: Obtain visible and sustained support from top
management.

3. Communicate effectively: Communicate TQM goals, objectives, and progress to all
employees.

4. Provide training and education: Offer training and education on TQM principles and
practices.

5. Empower employees: Encourage and empower employees to participate in the
improvement process.

6. Celebrate successes: Recognize and celebrate successes and progress along the way.

7. Continuously evaluate and improve: Regularly evaluate and improve TQM initiatives
to ensure they remain effective and relevant.

Quiality — vision, mission and policy statements.

Quality Vision Statement
1. "To be the industry leader in quality, delivering products and services that exceed

customer expectations."
2. "To achieve world-class quality, driving innovation, and customer satisfaction."

3. "To foster a culture of excellence, where quality is the cornerstone of everything we
do."

Quality Mission Statement
1. "To provide high-quality products and services that meet or exceed customer

requirements, while continuously improving our processes and systems."

2. "To deliver exceptional quality, reliability, and value to our customers, through a
culture of continuous improvement and employee empowerment.”

3. "To ensure customer satisfaction, by providing quality products and services, on time,
every time."
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Quality Policy Statement
1. "We are committed to delivering high-quality products and services that meet or

exceed customer requirements, through a culture of continuous improvement, employee
empowerment, and customer focus."

2. "Our quality policy is to provide products and services that meet the highest standards
of quality, reliability, and performance, while continuously improving our processes
and systems."

3. "We are dedicated to achieving customer satisfaction, by providing quality products
and services, on time, every time, and continuously improving our quality management
system."

Key Elements of Quality Policy Statement

1. Customer centric: Commitment to meeting customer requirements and expectations.
2. Frequent improvisation: Ongoing effort to improve processes, systems, and products.

3. Employee involvement: Encouraging employee involvement and participation in
quality improvement.

4. Quality objectives: Specific, measurable targets for quality performance.

5. Quality management system: Framework for managing quality-related processes and
systems.

6. Compliance: Adherence to relevant laws, regulations, and industry standards.
Customer Focus

Customer focus is a crucial aspect of any business or organization. It
involves understanding and meeting the needs and expectations of customers to ensure
their satisfaction and loyalty. Here are some key aspects of customer focus:

Understanding Customer Needs

1. Identify customer segments: Recognize different customer groups and their unique
needs.

2. Gather customer feedback: Collect data through surveys, reviews, and social media to
understand customer preferences.

3. Analyze customer behavior: Study customer purchasing habits, browsing patterns, and
search queries.
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Meeting Customer Expectations

1. Set clear expectations: Communicate product or service features, benefits, and
limitations.

2. Deliver consistent quality: Ensure products or services meet customer expectations in
terms of quality, reliability, and performance.

3. Provide timely support: Offer responsive customer service through multiple channels
(e.g., phone, email, chat).

Exceeding Customer Expectations

1. Personalize experiences: Tailor products, services, or interactions to individual
customer preferences.

2. Offer value-added services: Provide additional benefits, such as loyalty programs,
exclusive offers, or expert advice.

3. Foster emotional connections: Build brand loyalty by creating emotional connections
with customers through storytelling, shared values, or memorable experiences.

Benefits of Customer Focus

1. Increased customer satisfaction: Meet customer needs and expectations to build trust
and loyalty.

2. Improved retention: Reduce customer churn by delivering consistent quality and value.

3. Positive word-of-mouth: Encourage customers to share their positive experiences with
others.

4. Competitive advantage: Differentiate your business by prioritizing customer needs and
expectations.

5. Increased revenue: Drive business growth through customer loyalty, retention, and
referrals.

Customer Perception of Quality

Customer perception of quality refers to the customer's subjective
evaluation of a product or service's quality, based on their individual experiences,
expectations, and interactions with the product or service.

Factors Influencing Customer Perception of Quality
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1. Expectations: Customers' preconceived notions about a product or service's quality.
2. Past experiences: Previous interactions with the product, service, or brand.

3. Word-of-mouth: Recommendations or warnings from friends, family, or online
reviews.

4. Marketing and branding: Advertising, packaging, and branding elements that create an
impression.

5. Performance: The product or service's actual performance, features, and reliability.

6. Support and service: The quality of customer support, maintenance, and repair
services.

7. Price and value: The perceived value for money, compared to alternatives.

8. Emotional connections: The emotional bond between the customer and the brand.
Dimensions of Customer Perception of Quality

1. Tangibles: Physical aspects, such as appearance, design, and packaging.

2. Reliability: Consistency and dependability of the product or service.

3. Responsiveness: Timeliness and effectiveness of customer support and service.

4. Assurance: Confidence and trust in the product or service, based on reputation and
credentials.

5. Empathy: Understanding and caring for the customer's needs and feelings.
Measuring Customer Perception of Quality

1. Surveys and questionnaires: Collecting feedback through online or offline surveys.
2. Focus groups: Gathering qualitative feedback through group discussions.

3. Customer reviews and ratings: Analyzing online reviews and ratings.

4. Net Promoter Score (NPS): Measuring customer loyalty and satisfaction.

5. Complaint and feedback analysis: Analyzing customer complaints and feedback to
identify areas for improvement.

Translating Customer Needs into Requirements

RCET 24MG208 Total Quality Management MBA Semester - 2 Page 6



Translating customer needs into requirements involves understanding
customer expectations, preferences, and pain points, and then converting them into
specific, measurable, achievable, relevant, and time-bound (SMART) requirements.

Steps to Translate Customer Needs into Requirements

1. Gather customer input: Collect data through surveys, interviews, focus groups, or other
methods to understand customer needs and expectations.

2. Analyze customer data: Identify patterns, trends, and areas of importance to customers.

3. Define customer needs: Clearly articulate customer needs, using customer-centric
language.

4. Prioritize customer needs: Determine which needs are most important to customers and
align with business objectives.

5. Develop requirements: Translate prioritized customer needs into specific, measurable
requirements.

Tools and Techniques

1. Voice of the Customer (VOC): A methodology to capture customer needs and
expectations.

2. Quality Function Deployment (QFD): A framework to translate customer needs into
technical requirements.

3. Customer Journey Mapping: A visual representation of the customer's experience to
identify pain points and areas for improvement.

4. Use Cases: A technique to capture customer interactions with a product or service.

5. User Stories: A method to describe customer needs and requirements in a concise,
natural language format.

Best Practices

1. Involve customers: Engage customers throughout the process to ensure requirements
accurately reflect their needs.

2. Use clear language: Avoid technical jargon and use customer-centric language to
ensure requirements are understandable.
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3. Make requirements SMART: Ensure requirements are specific, measurable,
achievable, relevant, and time-bound.

4. Prioritize requirements: Focus on the most important customer needs and
requirements.

5. Review and refine: Continuously review and refine requirements to ensure they remain
aligned with customer needs and business objectives.

Customer Retention

Customer retention refers to the ability of a business to retain its existing
customers over time. It involves strategies and actions to build strong relationships with
customers, meet their needs, and provide value to ensure they continue to do business
with the company.

Benefits of Customer Retention
1. Increased revenue: Retained customers generate repeat business and referrals.

2. Reduced acquisition costs: Retaining customers reduces the need for costly customer
acquisition efforts.

3. Improved customer loyalty: Retained customers are more likely to become loyal
advocates for the brand.

4. Competitive advantage: Businesses with high customer retention rates can differentiate
themselves from competitors.

5. Valuable feedback: Retained customers provide valuable insights and feedback to
improve products and services.

Strategies for Customer Retention
1. Personalization: Tailor interactions and offers to individual customer preferences.

2. Regular communication: Maintain open and transparent communication through
various channels.

3. Loyalty programs: Implement programs that reward customers for repeat business and
referrals.

4. Exceptional customer service: Provide timely, responsive, and effective support to
resolve issues.

5. Continuous improvement: Gather feedback and make improvements to products,
services, and processes.
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6. Employee engagement: Ensure employees are knowledgeable, empowered, and
motivated to deliver excellent customer experiences.

7. Omni channel experience: Provide a seamless and consistent experience across all
touch points and channels.

Metrics for Measuring Customer Retention

1. Customer retention rate: The percentage of customers retained over a specific period.
2. Customer churn rate: The percentage of customers lost over a specific period.

3. Net Promoter Score (NPS): Measures customer satisfaction and loyalty.

4. Customer lifetime value (CLV): Calculates the total value of a customer over their
lifetime.

5. Customer satisfaction (CSAT): Measures customer satisfaction with products or
services.

Dimensions of Product and Service Quality

The dimensions of product and service quality refer to the various aspects
that customers consider when evaluating the quality of a product or service. Here are
some common dimensions of product and service quality.

Product Quality Dimensions
1. Performance: The product's ability to perform its intended function.
2. Features: The presence and quality of features that enhance the product's functionality.

3. Reliability: The product's ability to consistently perform its intended function over
time.

4. Durability: The product's ability to withstand wear and tear over time.

5. Aesthetics: The product's appearance, design, and overall appeal.

6. Safety: The product's ability to minimize risk of injury or harm to users.
Service Quality Dimensions

1. Tangibles: The physical environment and appearance of the service provider.

2. Reliability: The service provider's ability to consistently deliver the promised service.
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3. Responsiveness: The service provider's willingness to help customers and respond to
their needs.

4. Assurance: The service provider's ability to convey trust and confidence to customers.

5. Empathy: The service provider's ability to understand and care for customers' needs
and feelings.

6. Timeliness: The service provider's ability to deliver the service in a timely manner.
Additional Dimensions

1. Customization: The ability to tailor products or services to individual customer needs.
2. Convenience: The ease with which customers can access and use products or services.
3. Value: The perceived value of products or services relative to their price.

4. Sustainability: The environmental and social responsibility of products or services.

By understanding these dimensions, businesses can focus on improving the
aspects of their products and services that matter most to their customers.

Cost of Quality

The cost of quality refers to the total cost of all activities related to
achieving and maintaining quality in a product or service. It includes the costs of
conformance (preventing defects) and non-conformance (correcting defects).

Types of Quality Costs
1. Prevention costs: Costs associated with preventing defects, such as:
- Training and education
- Quality planning and control
- Process improvement
2. Appraisal costs: Costs associated with evaluating and measuring quality, such as:
- Inspection and testing
- Quality audits

- Certification and registration
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3. Internal failure costs: Costs associated with defects that are detected before delivery
to customers, such as:

- Scrap and rework
- Repair and replacement
- Downtime and idle time

4. External failure costs: Costs associated with defects that are detected after delivery to
customers, such as:

- Warranty claims and repairs
- Returns and refunds
- Loss of reputation and goodwill

5. Opportunity costs: Costs associated with lost opportunities due to poor quality, such
as:

- Lost sales and revenue
- Reduced market share
- Decreased customer loyalty
Benefits of Reducing Quality Costs
1. Increased profitability: Reducing quality costs can lead to increased profitability.

2. Improved customer satisfaction: Reducing quality costs can lead to improved customer
satisfaction and loyalty.

3. Competitive advantage: Reducing quality costs can provide a competitive advantage in
the marketplace.

4. Improved efficiency: Reducing quality costs can lead to improved efficiency and
productivity.

Strategies for Reducing Quality Costs

1. Implement a quality management system: Establish a quality management system to
prevent defects and improve quality.

2. Improve processes: Continuously improve processes to reduce waste and defects.
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3. Train and educate employees: Provide training and education to employees to improve
their skills and knowledge.

4. Use quality tools and techniques: Use quality tools and techniques, such as statistical
process control and failure mode and effects analysis, to improve quality.

5. Monitor and measure quality: Continuously monitor and measure quality to identify
areas for improvement.
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