
J o h n  M a r s h

Total  Qual i ty

Customer Response

Dissatisfiers

Delighters

Satisfiers

I am delighted / satisfied / dissatisfied
( delete as appropriate )



J o h n  M a r s h

Total  Qual i ty

Economic Benefits of Quality

Increase
Profitability

Increase
Revenue

Reduce
Costs

Reduce Costs
of Conformity

Reduce Costs of 
Nonconformity

Increase
Market Share

Charge Premium
Price

Penetrate
New Markets

Gain Referred 
Customers

Retain Loyal 
Customers

Reduce Waste Reduce Excesses Reduce Downtime Reduce Pollution
Redesign
Process

Retrain



J o h n  M a r s h

Total  Qual i ty

Cost of Conformity

Cost to fulfil all of the 
stated and implied needs of customers 

in the absence of failure 
of the existing process.

·



J o h n  M a r s h

Total  Qual i ty

Cost of Nonconformity

Cost incurred due to 

failure of the existing process.

·



J o h n  M a r s h

Total  Qual i ty

Principles of Quality Economics

Ownership·

Relevance·

Prioritisation·

Simplicity·

Flexibility·



J o h n  M a r s h

Total  Qual i ty

Creating a Cost Model

1   Produce Process Model ·

2   Identify Process Costs ·

3   Produce Process Cost Report·



J o h n  M a r s h

Total  Qual i ty

Q u o te

' The  mos t  impor tan t  f i gures  needed  

f o r  management  o f  any  o rgan isa t i on  a re  
u n k n o w n  a n d  u n k n o w a b l e ' .  

·

D r  Ne lson ,  Nashua  Corp .·



J o h n  M a r s h

Total  Qual i ty

Q u o te

' I t  i s  the  mark  o f  an  ins t ructed  mind 

to  res t  con ten t  w i th  tha t  degree  o f 
p rec i s ion  wh ich  the  na tu re  o f  t he  sub jec t 

pe rmi t s  and  no t  t o  seek  exac tness  
where  on l y  an  approx imat ion  o f  t he  
t ruth  is  possible ' . 

·

Ar istot le·



J o h n  M a r s h

Total  Qual i ty

W arnin g s

Crea t ing  fea r·

T h e  u n k n o w n  a n d  u n k n o w a b l e .·

Downs t r eam e f f e c t s .·

Opt imisa t ion .·

Con t inua l  improvement  ve rsus  
con fo rmance  to  requ i rements  (Taguch i )

·



J o h n  M a r s h

Total  Qual i ty

Taguchi Loss Function

£ Loss to Society

Nominal



J o h n  M a r s h

Total  Qual i ty

Conformance View

COC

CONC

MaxMin



J o h n  M a r s h

Total  Qual i ty

 Variation Everywhere

MaxMin



J o h n  M a r s h

Total  Qual i ty

Continual Improvement

Nominal

CONC

COC

MaxMin


