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“WITHOUT A STANDARD THERE IS NO LOGICAL BASIS FOR MAKING A DECISION OR TAKING ACTION”

JOSEPH. M. JURAN
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QC 7 TOOLS
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KEY TAKEAWAYS

- Quality management is the act of overseeing all activities and tasks needed to maintain
a desired level of excellence.

- Quality management includes the determination of a quality policy, creating and
implementing quality planning and assurance, and quality control and quality
improvement.

- TQM requires that all stakeholders in a business work together to improve processes,
products, services and the culture of the company itself.

TQM

$

IMPORTANT POINT




UNDERSTANDING TOTAL QUALITY MANAGEMENT

At its core, T QM is a business philosophy that champions the idea that the long-term success of a company

comes from customer satisfaction and loyalty. T QM requires that all stakeholders in a business work together
to improve processes, products, services and the culture of the company itself.

THE 8 PRINCIPLES OF TOTAL QUALITY MANAGEMENT (unanuii OilPureThailand)

Customer-focused Strategic and systematic approach

Total employee involvement Continual improvement
Process-centered Fact-based decision making
Integrated system Communications

The methods for implementing this approach come from the teachings of such quadlity leaders as Philip B. Crosby, W.
Edwards Deming, Armand V. Feigenbaum, Kaoru Ishikawa, and Joseph M. Juran.



https://www.oilpurethailand.net/what-is-total-quality-management/
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Policy deployment

Involve suppliers and customers
Involve all operations

Process management
Performance measurement
Teamwork

Employee involvement

(Quality systems development
Advanced quality planning
Use of quality costs
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| SPC

[Develop quality manual
Process performance data
Self-inspection

Product testing

Basic quality planning

Use of basic statistics

| Paperwork controls

Salvage

| Sorting, grading, reblending

Corrective actions

Identify sources of non-conformance

fian:  Dale, B.G., Lascelles, D.M. & Plunkett, J.J. (1990). The precess of Totle Quality Management.
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STRATEGIC PLANNING BASICS
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Whatis Strategic Planning? LHFHAMHUIILNIITUNNSANTIY I

Strategic planning is an organizational managementjactivity that is{used to set priorities,
focus energy and resources, strengthen operations, ensure that employees and other
stakeholders are working toward common goals, establish agreement around intended
outcomes/results, and assess and adjust the organization’s direction in response to a
changing environment. It is a[disciplined effort that produces fundanhental decisions and
actions that shape and guide/what an organization is, who it serves, what it does, and
why it does it, with a[focus gn the future. Effective strategic plqnning articulates not only
where an organization is going and the actions needed to make progress, but also how
it will know if it is sudcessful.
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Source: https://balancedscorecard.org/strategic-planning-basics/



WHAT IS A STRATEGIC PLAN ?

A strategic plan is a document used to communicate with the organization the
organizations goals, the actions needed to achieve those goals and all of the other critical

elements developed during the planning exercise.

Amounts to the systematic implementation of a strategy

What is Strategic Management? What is Strategy Execution?

Strategic management is the comprehensive collection of ongoing activities and

processes that organizations use to systematically coordinate and align resources
and actions with mission, vision and strategy throughout an organization.

Strategic management activities transform the static plan into a system that
provides strategic performance feedback to decision making ana enables the plan

E".-'ALUATIDN z

to evolve and grow as requirements and other circumstances ghng@ "PLAN £STR ATEGY
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Source: https://balancedscorecard.org/strategic-planning-basics/



WHAT ARE THE STEPS IN STRATEGIC PLANNING & MANAGEMENT?

There are many different frameworks and methodologies for strategic planning
and management. While there are no absolute rules regarding the right framework, most
follow a similar pattern and have common attributes. Many frameworks cycle through
some variation on some very basic phases: T dlnsifisuuuu uazadnuzRugumiouiv

1) analysis or assessment, where an understanding of the current internal and external
environments is developed, \ 5,5s evuasussidin

2) strategy formulation, where high level strategy is developed and a basic
organization level strategic plan is documented

> MAUANAYNS

3) strategy execution, where the high level plan is translated into more operational
planning and action items, and— FAuMIIMENaYNS

4) evaluation or sustainment/management phase, where ongoing refinement and
evaluation of performance, culture, communications, data reporting, and other strategic
management issues occurs.
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Source: https://balancedscorecard.org/strategic-planning-basics/



HOW TO CREATE A BALANCED SCORECARD: NINE STEPS TO SUCCESS '
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A 9 I Step 2: Strategy

Step 3: Strategic Objectives

\ &3 Avgnment | Step 4: Strategy Mapping

Ewissi Step 5: Performance Measures

S Pegﬁ;m:igcej Step 6: Strategic Initiatives
Step 7: Performance Analysis

SYSTEM ROLLOUT Step 8: Alignment

Step 9: Evaluation
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(o) Strategic Initiatives

5 Measures & Targets

Source: https://balancedscorecard.org/about/nine-steps/



ML UgNSANEnS (Strategic Planning)

flan: http://www.thai-hrd.com/images/column_1271961326/plan_5.pdf

A IMPLEMENTING

MONITORING


การวางแผนกลยุทธ์ (Strategic Planing ).pdf

NEXT WEEK: BALANCED SCORECARD (BSC)

To succeed financially, Financial
how should we appear to | Perspective["2eciive |Measures | Targer |Initiatives
our shareholder?”

“To satisfy our sharel
customers, what busii
must we excel at?”

Customer Internally
PerspectivdObjective | Measures| Targer  |Rnitiatives Process Ohjective | Measures| Targer  |fnitiatives
e Perspective
Vision and
Strategy
*To achieve our vision,
how should we appear to
our customers?” Learning
And Cibjective |Measures | Targer  [Initialives
Growth

Perspective )
“To achieve our vision, how will we

sustain our ability to change and
improve?”
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PLAN OF NATIONAL ECONOMIC AND SOCIAL DEVELOPMENT
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PART 2

TQM TOOLS







PLAN DO CHECK  ACT

\ASeviie TOM ( Wil

How was PDCA created?
The PDCA Cycle is also called the Shewhart or Deming Cycle, names that attribute credit to its creators. Engineer Walter
Shewhart was the creator of the method in the 1920s, but the model was to become famous only in the 1950s,
especially in Japan, thanks to American professor

William Deming, who is considered the father of quality control in production processes.

Its creators were inspired mainly by the Americans Clarence Irving Lewis and John Dewey, who were two of the founders
of the philosophical school of pragmatism, as well as several other philosophers who wrote about the generation of
knowledge.

Dewey reflected on the five-step problem-solving solution, which was essential to the creation of the PDCA Cycle as we
know it today:

1. Understand the difficulty
2. Locate the problem

3. Define the problem II
4. Suggest possible solutions and develop the reasoning for the suggested influences O ﬁ

5. Afterwards, observe the applied solutions, which leads to their acceptance or rejection

https://www.siteware.com.br/methodologies/what-is-the-pdca-cycle/



P D CA (PLAN-DO-CHECK-ACT)

What is the PDCA Cycle?

The Plan-Do-Check-Act (PDCA) Cycle, also called the Deming Cycle, is a four-step approach to problem-solving that
allows you to test various solutions to a problem to identify the most effective solution before implementation. The cycle
can be refined and repeated time and time again for Continual Process Improvement (CPI) and can be used by any

IDENTIFY the problem department, from quality to accounting to marketing. Let's look at each step individually.

REFLECT gmemp RESTART DISCOVER where
on what can the CYCLE and why it started

C be changed Act Plan

TURNING THE e Conclusion and e Evaluate initial situation
s PDC A PLAN the Improvement e Define the 5S work area boundaries
improvements . N . ", .
e o CREATE a plan ¢  Determine new e Determine 58 targets and activities
t PLAN+D0«CHECK+ ACT ey impmvgment goals e Decide on 58 colour-coding and
— and action steps Act Pl signage standards
— : YN C an . 5 s —_
it | . Prepar.e for sﬂrt.m.g_ slmphfyl‘ng_
e resutoecured 214 EXECL : sweeping, sanitising and self
P Check Do discipline
Check
Do
e Evaluate current 58 Implementation of 58
level of achievement activities according to the
e Document current plan step

situation



Act Stage of
PDCA Cycle

All amends &
testing are
complete

Ch

Anaylsis of
testing
conducted

Assess impact

to organization feedback from

end users

Identify issues

Obervations,

monitoring &
management

http://www.free-management-
ebooks.com/news/plan-do-check-act-cycle/



PDCA

G Identification of the problem

9 Analysis of the phenomenon F{ 1

e Analysis of the process \
EIaboration of the / | |

Standardization and
conclusion

Execution the action plans



.

The PDCA
Cycle

Act

Contircsous Sohfion
Monkor Solution

implement Solution

This siide 1s 100% editable. Adap! i

Continuous
Improvement

Develop Solution

b

4. Standardize/stabilize

what works, or
begin the PDCA

% Do

cycle again.

3. Compare

actual outcom
with expected

outcome.

1. Define what you
expect to do and to
happen.

This is the hypothesis
or prediction.

2. Test the hypothesis,
i.e., try to run the process
according to plan.
Observe closely.

Plan
+  Explain Reason
Set Goals

Prepare Action Plan

Do

Gather The Date
Analyze The Date

Analyze The Facts

Ensure Goals Are Satsfied

O your needs and caplure youwr audience's attention

i e L T T e DT

Deming Cycle (PDCA)PDSA)
Dr. W, Edwards Deming

‘-"- . - "\-\..\.
L =,
s x‘\-\.‘_
P Flan
I
|
[Ba] S Guality
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e
act mcludes seourng

e imprawément|




HTTPS://WWW.GOODMATERIAL.CO/WHAT-IS-PDCA/
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PDAC:PLAN-DO - CHECK - ACT PDCA - 6Singma - 8D ¥ cooomareniar

(n‘b\ g _— Difine D1 - Create Team Collect Information
p T S— *) " D2 - Describe the problem
Q\-A‘ g - PLAN e D3 - Define Containment Actions

D4 - Analyse the Root Cause

Analysis
D5 - Define Possible Corrective Actions
PLAN DO CHECK ACT e
POlicy Process Audits Preventive Action DO Improve D6 - Implement Corrective Actions
Resources Training Inspection Corrective Action e T ‘;; ) :eﬁ"e A“Iﬁ°_"5 a0 A""T‘d Requrrence
. . . . . . ACT - Congratulation your Team
Objectives Prevention Verification Continual

Improvement
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FISHBONE DIAGRAM

» The Seven Tools Cause & EffeCt (fiShbone)
Cause & Effect

- Quality Engineering Search this site
(fishbone)
Systems
Check Sheet
¥ Welcome The Seven Tools >
Control Chart Management and :
Leadershipin -~ Cause & Effect (fishbone)
H | Et[::l ramnis Quality Engineering
g Planning,
Controlling, Assuring
F'a rEt[:: |:. h,a r‘t Product and Process Also Called: Cause—and—Effect Diagram, Ishikawa Diagram
lit
S D SUZ: / Solvi g Variations: cause enumeration diagram, process fishbone, time—delay fishbone, CEDAC
C E“E [ “5-9 raim Qro .em oing an (cause—and—effect diagram with the addition of cards), desired—result fishbone, reverse
uality Improvement .
- . Quality Svstemn fishbone diagram
Stratification Y Sy R |
Development, The fishbone diagram identifies many possible causes for an effect or problem. It can be used
Tﬂtﬂl G u al it}r I\Tjﬁf?::ﬁ:; and to structure a brainstorming session. It immediately sorts ideas into useful categories.

Management (TQM) Source: https://sites.google.com/site/learnqes/the-seven-tools/cause-effect-fishbone




DESCRIPTION

When to Use a Fishbone Diagram

= When identifying possible
causes for a problem.

=  Especially when a team’s
thinking tends to fall into ruts.

Quality Engineering Systems

Fishbone Diagram Procedure

Materials needed: flipchart or whiteboard, marking pens.

1. Agree on a problem statement (effect). Write it at the center right of the flipchart or whiteboard. Draw a
box around it and draw a horizontal arrow running to it.

2. Brainstorm the major categories of causes of the problem. If this is difficult use generic headings:

Methods

Machines (equipment)
People (manpower)
Materials
Measurement

Environment

3. Write the categories of causes as branches from the main arrow.

4. Brainstorm all the possible causes of the problem. Ask: “Why does this happen?” As each idea is given,
the facilitator writes it as a branch from the appropriate category. Causes can be written in several places
if they relate to several categories. F



5. Again ask "why does this happen?” about each cause. Write sub—causes branching off the causes.
Continue to ask "Why?" and generate deeper levels of causes. Layers of branches indicate causal
relationships.

6. When the group runs out of ideas, focus attention to places on the chart where ideas are few.

Fishbone Diagram Example

This fishbone diagram was drawn by a manufacturing team to try to understand the source of periodic
iron contamination. The team used the six generic headings to prompt ideas. Layers of branches show
thorough thinking about the causes of the problem.

i & N
Measuremenit Materials Fi / \'? \%'
\ Raw masesipl Environment Manpower Machines
Suaahefi City
c'giu; Trx,r.x‘b\_. Plg
v Fishbone Diagram Example
Soban cortamiration Lab sotvent ©

For example, under the heading "Machines,” the idea "materials of construction” shows four kinds of
equipment and then several specific machine numbers.

Rust naar
sampla paint Irsasparantad
& F sy 7 Note that some ideas appear in two different places. “Calibration” shows up under “Methods” as a factor
'““"‘“""’““L”' Matedats “"'“;h"‘:"l | in the analytical procedure, and also under “Measurement” as a cause of lab error. “Iron tools” can be
H0 I.'l"l'ibf (Plpra Matedin nahtics DI}CbeI:I

ks.m::ler\., City "-‘5-, eptiar 1

.A"t "'u,r_Jcb Plant /" Supplier T
yalEm T 1' '%

considered a “Methods” problem when taking samples or a “Manpower® problem with maintenance

Lab satvint contamination S.Jn_:-lu,; persc!nnEI
P e e e e e e e e e e e e e e e e e e e e e e e e e |
N |
\‘%\% — i Excerpted from Nancy R. Tague's The Quality Toolbox, Second Edition, ASQ Quality Press, 2004, pages
apee 2N 1 247249, i
|

Create a Fishbone Diagram

Environment Manpower Machings b Analyze process dispersion with this simple, visual tool. The resulting diagram illustrates the main causes
and subcauses leading to an effect (symptom). Start using the Fishbone tool(Excel, 39 KB).



FISHBONE DIAGRAM EXAMPLE

Cause

Effect

[Equipment ][ Process J[ People J

\ N\

O\

Secondary -
cause / '/
Primary /
cause \ N

[ Materials J [ Environment J [ Managem entJ

@

[ Homere | [ maquina | [ EnTornO |

\ \ %0
S
<.
Subcausa "{,}
ey

N\

77/3/

[ maTERIAL |

PROBLEMA
“Incidente
critico”

[ merooo | [ mebioa |




Fishbone Diagram Example

Cause

Effect ' What is a Fishbone (Ishikawa)

( People ) ( Method ] [Measurement)

Micro-managing Bureaucratic Did not track progress
boss
Absent secretary Poor prioritization No short term goals

Sick children Unforeseen variables Lack of accountability

Lack of communication

from client Lack of planning No timesheet

Coffee machine
broken

Car wouldn't
start

Poor internet
connection

Fluorescent lights Unstable desk

Small cubicle No printer paper

Office too cold

Out of pens

Slow computer Noisy coworkers Squeaky desk chair

[ Machine J (Environment) ( Materials )

www timvandevall. com | Copyright @ 2013 Dutch Renaissance Press LLC.

Diagram?

The Fishbone Diagram, also
known as the Ishikawa
Diagram, is a visual technique
for problem-solving invented
by Kaoru Ishikawa, a Japanese

quality control expert. In
manufacturing, the Fishbone
Diagram is an effective
technique for causal analysis. It
aids people in identifying
potential causes of a problem
and is an especially helpful
brainstorming tool when
problem-solving is blocked
and little quantitative data is
available.

Missed

Deadline

Source: https://tulip.co/blog/fishbone-ishikawa-
diagram-template-for-root-cause-analysis/
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FISHBONE DIAGRAM
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1. Empathise

DESIGN THINKING: A NON-LINEAR PROCESS Empathise
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