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Purpose:   
To develop an understanding of the role of quality in industry 
including quality standards, accreditation, and the quality 
processes in use today. The practical issues of quality will also 
be developed and related to business performance.

Objectives:
As an outcome of completing this topic you will be able to:
a. To describe the Deming philosophy.
b. To describe quality in service organisations.
c.  To describe the process for building a service quality culture.
d. Explain the background to quality accreditation today.
e.  Describe the quality accreditation standards applicable to 

industry.
f. Explain the concept of ‘Total Quality Management’ (TQM).
g. Explain key quality definitions.
h.  Explain the principles of the quality system with ISO 9000 

Accreditation.
i. Explain the purpose of bench marking.
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Introduction      

The issue of quality is not new to industry today except that 
it has now taken on a new dimension. Quality accreditation 
is now mandatory for a business to remain competitive. In 
the western world in particular consumers have become 
increasingly intolerant to poor service, late deliveries, unreliable 
goods and shoddy workmanship, while suppliers are claiming 
to produce and provide high quality products and services.

Unfortunately for many years there has been an ad-hoc 
approach to quality in industry with organisations attempting 
to address quality using various approaches such as ‘quality 
circles’ where groups of employees gather to discuss issues 
relevant to the area of operations and then implement 
improvements. However this approach lacked the necessary 
accountability and corresponding commitment throughout an 
organisation to achieve quality targets and objectives.

The ‘90’s witnessed an acknowledgment of the quality 
principles espoused by Edward  Deming in the USA in the 
1950’s, and which were adopted by the Japanese with 
considerable vigour in the ‘60s and ‘70s.

In the post-war years Japanese production was renowned for 
its high price and poor quality. By the mid ‘70s Japan began 
to seriously threaten the USA and other western competitors, 
firstly in the motor vehicle industry and then in a whole range 
of goods including cameras and electronic products such as 
Hi-Fi, TV, video recorders, etc.

As a consequence of the huge and continuing success of 
Japanese manufacturers, western competitors have had to take 
the Deming philosophy seriously.

Deming’s arguments are common sense to those actively 
involved in quality systems and processes today. They are seen 
as the key success factors for business in the ‘90s.

Then it may be argued - why has it taken so long for our 
western culture to recognise what are now regarded as the 
obvious issues for success in business?

The answer probably rests with the attitude of industry to its 
customers. It was not until superior and more reliable products 
made a significant impact on local markets that attitudes 
changed, although this has not been sufficient in itself to 
achieve the results required.

The key has been the establishment of the Quality Standard 
ISO9000. This standard will be examined later in these notes.

At this point it is important to study the Deming philosophy 
and to appreciate how much Deming’s thinking is influencing 
our total approach to delivering services to our customers.

The ‘Deming’ Philosophy.     

There are three principal concepts on which the Deming 
philosophy is based:-

 1. Customer orientation.

 2. Continuous improvement.

 3. Quality is determined by the system.

Deming argued that competitiveness depends on customer 
satisfaction. Customer satisfaction is generated by a 
combination of responses to customers’ opinions and needs, 
and through the continuous improvement of products 
and services. Quality is also a fundamental expectation 
of customers and this will not be achieved by a supplier 
demanding that employees work harder and resorting to 
threats or slogans to achieve the desired results. It is the system 
that is crucial to the success of the quality outcome. The 
system is defined as a set of inputs and the manner in which 
these are processed and continuously reviewed.
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