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ISO 9000 Definitions

What is Quality Control?

A part of quality management
focused on fulfilling quality
requirements.

What is Quality Assurance?

A part of quality management
focused on providing confidence
that quality requirements will be

fulfilled.
Other Definitions

Quality Assurance is defined
as All the planned and systematic
activities implemented within
the quality system that can

be demonstrated to provide
confidence that a product or
service will fulfill requirements
for quality.

Quality Control is defined as

The operational techniques

and activities used to fulfill
requirements for quality.
Quality Assurance is
fundamentally focused on
planning and documenting
those processes to assure quality
including things such as quality

plans and inspection and test
plans

Quality Control on the other
hand is the physical verification
that the product conforms to
these planned arrangements by
inspection, measurement etc

Quality Assurance is

a system for evaluating
performance, service, of the
quality of a product against a
system,standard or specified
requirement for customers.

Quality Control is the
process involved within

the system to ensure job
management, competence

and performance during the
manufacturing of the the product
or service to ensure it meets the
quality plan as designed.
Quality Control
What: The activities or
techniques used to achieve and
maintain the product quality,
process and service.

How: Finding & eliminating

causes of quality problems
through tools & equipment so
that customer's requirements are
continually met.

Quality Assurance

What: Prevention of quality
problems through planned and
systematic activities including
documentation.

How: Establish a good quality
management system and the
assessment of its adequacy

& conformance audit of the
operation system & the review of
the system itself.

Quality Control just
measures and determines the
quality level of products or
services. It is a process itself.

Quality Assurance is a
complete system to assure the
quality of products or services.
It is not only a process, but

a complete system including
also control. It is a way of
management.

What is the difference between Quality Assurance and Quality Control?

Quiality Control Quality Assurance

Product

Reactive

Line Function

Find the defects

Walk through

Testing

Inspection

Checkpoint Review

e

Process

Pro-active

Staff Function
Prevent the defects
Quality Audit
Defining Process

Selection of tools

Trainings
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Shigeo Shingo (1909-1990)
Poka-Yoke: mistake-proofing

= 1930: ME degree from Yamanashi Tech
Taipei Railway Factory, Taiwan
consultant with Japan Management Assn
1955: training at Toyota Motor Company
1959: Institute of Management Improvement
1961-64: concept of Poka-Yoke
Poka-Yoke: mistake-proofing
= identify errors before they become defects
= stop the process whenever a defect occurs, define the source and
prevent recurrence
1967: source inspection + improved PY
= prevented the worker from making errors
= so that defects could not occur
= Zero Quality Control

Taiichi Ohno Tailichi Ohno's

#A 1012-1900) Workplace
B Nogoya e Management

worked for the Toyoda Weaving
Company
1939: Toyota Motor as machine
shop manager
1988: Workplace Management
~ just-in-time and Toyota
Production System
(later known as Lean
Manufacturing).
regarded as the father of
Just-In-Time (JIT) at Toyota.
Ohno: seven forms of waste

overproduction

waiting

transportation

motion

inventory

defects

overprocessing
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Yoshio Kondo (b.1924)

motivation of employees is important

= 1945: graduated from Kyoto University
= 1961: doctorate in engineering & Prof
= 1987 Emeritus Professor
= 1989: Human Motivation
= a key factor for management
= 1993: Companywide Quality Control
= leadership is central to implementation of TQM

Human work should include:
= creativity
= the joy of thinking
= physical activity
= the joy of working with sweat on the forehead
= sociality
= the joy of sharing pleasure and pain with colleagues

= Four points of action to support motivation
= when giving work instruction, clarify the true aims of the work
= see that people have a strong sense of responsibility towards their work
= give time for the creation of ideas
= nurture ideas and bring them to fruition

= Leaders must have
= a dream (vision and shared goals)
= strength of will and tenacity of purpose
= ability to win the support of followers
= ability to do more than their followers,
= without interfering when they can do it alone
= successes
= ability to give the right advice
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Abstract

Total quality management (TQM) is a strategy that strives to create
an organizational culture that fosters continuous improvement
in everything by everyone at all times. It requires changes in
organizational processes, strategic priorities, individual beliefs,
people attitudes and behaviors. On the other hand, performance
measurement (PM)which is an integrated part of many management
strategies, helps organizations identify operational problems that
can be solved by adjusting and improving existing processes. The
present paper shows how total quality management approach can
be used to improve performance and service quality and achieve
customer satisfaction and business excellence in government
services; A practical method was developed that identifies critical
areas for improvement in the police service through team work,

employees participation.

Key Words: Quality Improvement, Total Quality Management,
Performance Measurement, Government services, Police, Quality
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