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"A customer is the most important visitor on our premises
He is not dependent on us; we are dependent on him.

4 4 ‘ He is not an |nterrupt|on in our Work he is the purpose of it.
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He is not an outsider in our business; he is a part of it.

We are not doing him a favour by serving him; he is doing us a favour by giving us an
opportunity to do so. "
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Dont worry , everything is great , the Turkey in the
microwave , and i am feeding the baby ,,,
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(IOM, 1990, Medicare: A Strategy for Quality Assurance)
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Source; Murdick, R. G., J. E. Ross and J. R, Claggett. 1980, /nformabion Systemns for Mod
3rd ed. Mew Delhi: Prentice-Hall.
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The Picker Institute, Based on 12 years of research, and more that 450,000 interviews
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Sowrce:  Johnson, DLW, and F. P Johnson. 2000, Jaining Together Grows Theowy and Growup SEills. Tth ed.
Beoston: Allyn and Bacon.
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TOTAL QUALIT
MANAGEMENT

QUALITY.
MANAGEMENT

QUALITY ASSURANCE

QUALITY CONTROL
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| thought

. used to jump a
Total quality management hmmh! Common thread of

Plan .. most quality cycles

How will we know g

we have got there?

Where do we |

want to get to? How will we
get there?

B Where are we?
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ISO, 55, TPM, QFD, 6 Sigms, Lean, TQM




Jluo 4 axgi b g 595wy Jul=i b counl o ObosLw 10
9 e Sgw @ |) 595 ol aisi )Lusl > &l 9 95 Yiuw 9 ppo
9 b osl> Jud=i Sliwo 19 1led puwyi yipm wutsS a4 ulsws
Olyoline Ulgi 51 55,8 0,00 9 W wily95 g w8l 9 SVSC SR
Cowl gSow yow ol 5l Jiie 8 5> iz dgupy |l abogyyo
s taln s ClssTas a5 el b7l Ao s
CrEaR OISR

s s e e L R e SR
'g.\..u.LS S ULD)L.UJ PR q.L\..uLDc

LB cowl Sow alS 55ls 1) 593 5,8 4 pa=io juwo Ubojlw 1B
Lol ;50 s ulosbw L silw acs



Questions & * &
Discussion
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