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Fitness for 
Consumer Use 

Producer’s Perspective Consumer’s Perspective 

Quality of  Conformance 
 
 
 
 
 

•  Conformance to 
specifications 

•  Cost 

Quality of Design 
 
 
 
 
 

•  Quality characteristics 
•  Price 

Marketing Production 

 Meaning of Quality 
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!  Nature of defect is different in 

services 
!  Service defect is a failure to meet 

customer requirements 
!  Example of Quality Measure 

!  Average waiting time or service time,  
!  Average queue length  
!  customer satisfaction 
!  On time delivery 
!  Cleanliness 

 

“quickest, friendliest, most 
accurate service 

available.” 



!"#$%&'#()*++*,*-#./,012,,#34)556# ! 9 !

@0+21,051,#?5>#9/*60-:##
"*1/?*4-/>2C#=>5C/4-,!

J N*,04#5E2>*G1;#4)*>*4-2>0,G4,#5?#*#E>5C/4-h#)5_#_266#*#4*>#0,#)*1C62C#5>#
0-,#;*,#+062*;2!=2>?5>+*142#!

J ]2a->*b#0-2+,#*CC2C#-5##N*,04#?2*-/>2,T#,/4)#*,#*#,-2>25#W@#5>#*#62*-)2>#
01-2>05>#01#*#4*>!M2*-/>2,#!

J E>5N*N060-:#-)*-#*#E>5C/4-#_066#5E2>*-2#E>5E2>6:#_0-)01#*1#2aE24-2C#G+2#
?>*+2h#-)*-#0,T#*#(i#_066#_5>H#_0-)5/-#>2E*0>#?5>#*N5/-#,2P21#:2*>,!Q260*N060-:!

J C2;>22#-5#_)04)#*#E>5C/4-#+22-,#E>2j2,-*N60,)2C#,-*1C*>C,!W51?5>+*142#!

J )5_#651;##E>5C/4-#6*,-,#N2?5>2#>2E6*42+21-c#@/>*N060-:!

J 2*,2#5?#;2k1;#>2E*0>,T#,E22C#5?#>2E*0>,T#45/>-2,:#*1C#45+E2-2142#5?#
>2E*0>#E2>,51!32>P042*N060-:#

J )5_#*#E>5C/4-#655H,T#?226,T#,5/1C,T#,+266,T#5>#-*,-2,c!<2,-)2G4,!

J *,,/>*142#-)*-##4/,-5+2>#_066#15-#,/g2>#01O/>:#5>#)*>+#?>5+#*#E>5C/4-h#
*1#2,E240*66:#0+E5>-*1-#451,0C2>*G51#?5>#*/-5+5N062,!3*?2-:#!

J ,/NO24GP2#E2>42EG51,#N*,2C#51#N>*1C#1*+2T#*CP2>G,01;T#*1C##60H2!=2>42EG51,!
9 !

!"#$%&'#()*++*,*-#./,012,,#34)556# ! 10 !

@0+21,051,#?5>#9/*60-:##
32>P042,!

J )5_#651;#+/,-#*#4/,-5+2>#_*0-#?5>#,2>P042T#*1C#0,#0-#45+E62-2C#51#G+2c!
J 0,#*1#5P2>10;)-#E*4H*;2#C260P2>2C#5P2>10;)-c!

(0+2#*1C#
G+26012,,!

J 0,#2P2>:-)01;##4/,-5+2>#*,H2C#?5>#E>5P0C2Cc!
J 0,#*#+*06#5>C2>#?>5+#*#4*-*65;/2#45+E*1:#45+E62-2#_)21#C260P2>2Cc!W5+E62-212,,d!

J )5_#*>2#4/,-5+2>,#->2*-2C#N:#2+E65:22,c!
J *>2#4*-*65;/2#E)512#5E2>*-5>,#1042#*1C#*>2#-)20>#P5042,#E62*,*1-c!W5/>-2,:d!

J 0,##,*+2#62P26#5?#,2>P042#E>5P0C2C#-5#2*4)#4/,-5+2>#2*4)#G+2c!
J 0,#:5/>#12_,E*E2>#C260P2>2C#51#G+2#2P2>:#+5>101;c!W51,0,-214:!

J )5_#2*,:#0,#0-#-5#5N-*01##,2>P042c!
J C52,##,2>P042#>2E>2,21-*GP2#*1,_2>#:5/#4*66,#L/04H6:c!

<442,,0N060-:#*1C#
451P2102142!

J 0,##,2>P042#E2>?5>+2C#>0;)-#2P2>:#G+2c!
J 0,#:5/>#N*1H#5>#4>2C0-#4*>C#,-*-2+21-#45>>24-#2P2>:#+51-)c!<44/>*4:!

J )5_#_266#C52,##45+E*1:#>2*4-#-5#/1/,/*6#,0-/*G51,c!
J )5_#_266#0,#*#-262E)512#5E2>*-5>#*-#*N62#-5#>2,E51C#-5#*#4/,-5+2>e,#
L/2,G51,c#

Q2,E51,0P212,,!

10 !

!"#$%&'#()*++*,*-#./,012,,#34)556# ! 11 !

(5-*6#9/*60-:#"*1*;2+21-##U(9"V!

Customer 
satisfaction 

Philosophy that emphasizes on 3 
principles for achieving high 
level of quality!

1.  Customer Satisfaction 
2.  Employee involvement 
3.  Continuous improvement !

- Conformance to specification 
-  value 
-  fitness for use 
-  support 
-  impression 

Team and cultural changes !
- “ Kaizen” 
-  keep improving 
-  always have some room 
for improvement!
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Problem-
Solving 
Process!

Plan 

Do 

Check 

Act 

 
Deming 
Wheel!
(PDCA) !
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• Team selects a 
process#

• Assess existing 
performance " use 
graphical tools 

• Write out 
improvement plan 
and goal  

@5#

• Implement plan 
and monitor the 
plan#

• Collect data & 
document data  

W)24H#

• Analyze collected 
data: use SPC 
(Statistical process 
control)#

• Check against the 
goal that proposed 
in Plan  

<4-#

• If results are 
satisfied, 
implement the 
process and look 
for other 
improvement area#

• If not, plan out the 
new improvement 
plan 

• ACT  becomes  
STANDARDIZED!
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Example of Flowchart of the Sales Process for a Consulting Company!
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COMPONENTS REPLACED BY LAB"
TIME PERIOD:  22 Feb  to  27 Feb 2002"
REPAIR TECHNICIAN:    Bob"

TV SET MODEL 1013"
"

Integrated Circuits "||||"
Capacitors " "||||  ||||  ||||  ||||  ||||  ||"
Resistors " "||"
Transformers " "||||"
Commands ""
CRT " " "|"
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UCL = 23.35 

LCL = 1.99 

c = 12.67 

FC21G?:#
/1/,/*6#5>#5/-#
5?#451->56#
E>542,,#_0-)#
451,0C2>*G51#
5?#E>542,,#
P*>0*G51 !
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Causes of poor quality 
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Y 

X 

Show 
correlation 
and 
relationship of 
two variables!
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Quality 
Problem 

Out of adjustment 

Tooling problems 

Old / worn 

Machines 
Faulty 
 testing equipment 

Incorrect specifications 

Improper methods 

Measurement 

Poor supervision 

Lack of concentration 

Inadequate training 

Human 

Deficiencies 
in product design 

Ineffective quality 
management 

Poor process design 

Process 

Inaccurate 
temperature  
control 

Dust and Dirt 

Environment 

Defective from vendor 

Not to specifications 

Material- 
handling problems 

Materials 


