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Total Quality Management

* Focus on achieving customer satisfaction

* Strive for continuous improvement

* Encourage the full involvement of the entire work force
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TQM Infrastructure, Practices, and Tools
Infrastructure
Leadership Strategic HRM Process Data and information
planning mgt. management
| I
Practices Performance Training
appraisal
| |
Tools Trend chart
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Malcolm Baldrige Award Criteria Framework

Customer and Market
Focused Strategy and Action Plans

2 5
Strategic Human Resource
/ Planning Development
& Management

A

1
Leadership I < > 1

A4

7
Business
Results

3 6
Customer and Process
Market Focus Management

4

Information and Analysis
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Defining Quality

* Integrated perspective
— performance
— features
— reliability
- conformance
— durability
— serviceability
— aesthetics
— perceived quality

* Customer-driven quality

— Quality is meeting or exceeding customer expectations.
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Critical Differences Between Service and Manufacturing

Customer needs more difficult to identify and measure
Output is intangible

Services are produced and consumed simultaneously
Customers are often involved in actual process
Services are more labor-intensive

Services handle large numbers of transactions
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Quality in Services

* Service is defined as the social act which takes
place in direct contact between the customer and
representatives of the service company.

W,
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Types of Services

» Core services
— primary means of creating customer satisfaction

* Facilitating services
— enhance the value of core services

Most customers are lost because of poor service quality
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Dimensions of Service Quality

* Time

e Completeness

* Courtesy

* Consistency

* Accessibility and convenience
* Accuracy

* Responsiveness

Two key components: employees and information technology
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