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Who defines Quality? CUSTOMER




Who is the Final Inspector? CUSTOMER




Who pays your Salary? CUSTOMER




Purchase |Operations Marketing







Quality Planning




Quality Planning: Set the Standard




Quality Control: Maintain the Standard




Quality Improvement: Challenge the Standard




Faster | Better | Cheaper




Innovation: Simplification




Faster | Better | Cheaper | Different




Performance Excellence




Performance Excellence - Criteria

LEADERSHIP

STRATEGIC PLANNING

DATA, INFORMATION,

CUSTOMER
FOCUS

KNOWLEDGE

WORKFORCE FOCUS

RESULTS

OPERATIONS FOCUS



QUALITY = CUSTOMER DELIGHT

PRODUCT/SERVICE FREE FROM
FEATURES DEFICIENCIES
|/ S |
PRICE I MARKET . CYCLE \’ WARRANTY WASTE l
SHARE W _TIME ¥ . COSTS
1 | | i
REVENUES COSTS l
Higher Quality Costs More Higher Quality Costs Less
QUALITY PLANNING QUALITY IMPROVEMENT
I I
|

PROFIT MARGINS

COMPETITIVE




@ Product Life Cycles Shrinking

@® Attention Spans Shrinking

O Digital Customers

Robotic Process Automation



Thank you



