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In the past….and NOW! 



INPUT  

•Material 

•Machines 

•Labor 

•Management 

•Capital 

TRANSFORMATION 

        PROCESS 

OUTPUT  

•Goods 

•Services 

Feedback 

THE TRANSFORMATION PROCESS 



Business Performance Strategies 

   Competitiveness 

      and Productivity 

 

   TQM 



BUSINESS MACRO-ENVIRONMENT  



Value-added services differentiate the organization 

from competitors and build relationships that bind 

customers to the firm in a positive way (sales and 

field support, problem solving, etc.) 

Operations 

Management Information 

    Problem 

     Solving 

  Sales Support 

  Quality 

COMPETITIVENESS  

Despite having two different 

corporate cultures, both Coca-

Cola and Pepsi have 

mastered the art of leveraging 

economies of scale, 

demographics analysis, trend 

forecasting, brand 

development, and full-life-cycle 

international product 

management. 

 

 



WHY SOME ORGANISATIONS FAIL 

Putting too much emphasis on short-term financial 

performance at the expense of research and 

development. 

Failing to take advantage of strengths and opportunities, 

and/or failing to recognize competitive threats. 

Neglecting operations strategy. 

Placing too much emphasis on product and service 

design and not enough on process design and 

improvement. 

Neglecting investments in capital and human resources. 

Failing to establish good internal communications and 

cooperation among different functional areas. 

Failing to consider customer wants and needs. 



ISO 9001:2008 
Quality Management System 



Which is a better Quality? 
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Quality Determinants 
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WHAT IS QUALITY 

The totality of characteristics of an entity that bear on its 

ability to satisfy stated or implied needs - ISO 

 

"Quality is fitness for use" - J.M. Juran 

 

"[Quality is] meeting or exceeding customer expectations 

at a cost that represents a value to them." - H. James 

Harrington 

 

Other experts like Crosby define quality based on 

Conformance to requirements: meeting written 

specifications 



QUALITY & YOU 

Competitive than ever before 

More enlightened Customers  

Innovations at break neck speed 

Demand for high Quality personnel increasing 
day by day 

Shorter time to market 

Success lies in being an “And” company rather 
than “Or” company 
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A Quality Management System that:  
 

Adds value 
 
Makes you work smarter 
 
Encourages team work through 
process approach 
 
Enables you handle competition  
 
Enhances profitability 

 

The Way Forward 

ISO 9001:2008 QMS provides an excellent 
framework for enhancing profitability. 
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What is ISO? 

 ISO is derived from the Greek 

word “isos”, meaning "equal"  

 International Organization for 

Standardization is the network of 

the national standards institutes of 

160+ countries  

Part of United Nations initiative - is 

a Non-Governmental Organization 

Central Secretariat in Geneva, 

Switzerland and established in 

1947 

 



The ISO 9000 Family 

 

ISO 

9000:2005 

 

Quality management 

systems - 

Fundamentals & 

vocabulary 

 

ISO 

9004:2009 

 

Quality 

management 

systems -  

Guidelines for 

business 

sustainability 

 

ISO 

9001:2008 

 

Quality 

management 

systems - 

Requirements 

Technical  

Reports 
 

ISO 

19011 

 

Audits Guidelines 

 

As 

needed 



8 Quality Management Principles 



Customer Focus 
SHAREHOLDER 

CUSTOMERS 

EMPLOYEES 

SOCIETY 

SUPPLIERS 

Good work 

environment Job 

security  Recognition 

and reward 

Quality, price and 

delivery 

performance of 

products 

Sustained profitability 

and transparency 

Responsible 

Behaviour 

Business Continuity 

and Mutual Benefit 

Organizations depend on their customers 

(Society 

includes 

interested 

parties) 



Leadership 

A business should have clear objectives and 

employees should be actively involved in 

achieving them. 
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Involvement of People 

When people feel that their skills are being used well they are 

more likely to work to their maximum potential and contribute 

ideas.  

 

This principle also emphasizes the importance of making 

employees accountable for their actions, leading to a greater 

feeling of responsibility. 



Process Approach 

PROCESS 
A set of interrelated 

or  

interacting activities  

which transforms  

inputs into outputs 

Input 

Output 

Resources 

Controls 

Product 

A desired result is achieved more efficiently when activities 

and related resources are managed as a process 



System Approach to Management 

Process 

A 

Process 

C 

Process  

B 

Process 

D 

Input 

Output 

Controls 

Resources 



Continual Improvement 

Plan: establish 

objectives and 

processes necessary 

to deliver results that 

meet customer’s 

requirements and the 

Company policy 

Do: implement 

processes 

Check: monitor and 

measure processes 

against policies, 

objectives and 

requirements for the 

product and report 

the results 

Act: take appropriate 

actions to ensure 

continual improvement 

of process performance 

Continual Improvement – A Permanent Objective of the Organization 



Factual Approach to Decision Making 

Effective decisions are based on the analysis of 

data and information 

 

A logical approach, based on data and 

analysis, is good business sense. 

 

 

Informed decisions lead to improved 

understanding of the marketplace as 

data is collated and analysed 

 



Mutual Beneficial Relationship 

An organisation and its suppliers are 

interdependent 

 

A mutually beneficial relationship 

enhances the ability of both to 

create value 

A strong relationship between the two will enhance productivity 

and encourage seamless working practices. 
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Why Certify QMS 

It is an objective evidence that the 

organization’s quality system complies 

with internationally recognized standard. 

 

It reduces exposure to multiple 2nd party 

audits. 

 

Marketing edge 
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QUALITY is a….. 
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EXCELLENT SERVICE CULTURE 





So enjoy your life as it comes 

………..and always be happy 






