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Current perspectives on QM

= although still top ranking strategic issue in all m ajor organisations, it
has been moved to the routine agenda,

= priorities have drifted apart from business prioriti es at strategic levels

= outputs has become blurred over time

= belief - theory and practices has become non progressive

= creating a large degree of uncertainty, confusiona  nd ambiguity around
its future

= fuelling insecurity amongst many quality profession als, which is not
doing any good for attracting future pipeline profe ssionals for the

industry



Current QM practices within Organisations

= embedded within business processes and is managed a s the process

itself, or

= through management systems, namely, ISO 9000, ISO1 4001,
Occupational Health & Safety (OHSAS 18001), Risk Ma nagement, Total

Quality Management, Lean, Six Sigma, Baldrige Quali  ty Award,
= however, in most cases above undertaken by

—disparate initiatives and systems, with new resour ces.

—overloaded with costs and resource requirements



Presently, quality is at crossroads

CEO Challenges

= global economic trends, profit , excellence in execu tion (triple bottom line), customer
loyalty and retention, and top-line growth.

Quality Management has (especially during the 1970 s and 1980’s) been a
strategic driver of competitive advantage for organ isations

Quality Management possesses an incredible ability to re-create itself through
continuous evolution in order to meet the changing business challenges and
market demands.

Evidence of above in history

= evolved over time, namely Craftsmanship, Inspectio n, Statistical Quality Control,
Quality Assurance and Strategic Quality Management.



External Business Environment - expectation of product being "good™

has expanded to "good for me, my community and the planet”

We are being held accountable for issues
that span from Farm to Table
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Emerging Trends

An enviroscan of literature, other media, public or political debates - the following are

generally on their top list:
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HOW SMART COMPANIES USE
ENVIRONMENTAL STRATEGY TO INNOVATE, CREATE VALUE,
AND BUILD COMPETITIVE ADVANTAGE
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* Globalisation  Innovation  « Social responsibility

» Customer power & sophisticatior « Food Safety « Environmental and Sustainable Development




Stakeholders

| nvestors & Rulemakers & In response to this,
Society, stakeholders and the Risk Assessors Watchdogs organisations that are looking
customer has now embraced for long-term profitability begin
and heightened the to realize that social
consciousness of global and responsibility is not only the
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Big Corporations are lightning rod in an increasingly challenging
environment
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What is the next evolution for QM?

In the last twenty years, the world of business underwent significant changes, for
example, the advent of the dot.com boom, with the acceleration of technology
applications and the double digit economic growth in the new millennium.

These changes created trends such as globalisation, customer power and
sophistication, social responsibility and environmental sustainability
consciousness and influenced organisational strategies and business results

Concomitantly with the changes in the business world, stakeholders, customers
and regulatory bodies have placed new demands on organisations.

Therefore, in order for the business world to realise growth and sustainable
success in this environment, many organisations changed their strategy they
followed in the 1970’s and 1980’s.



What is the next evolution for QM?

The new strategies moved from being predominately product-focused,
using process management and cost reduction, which used to be core
functions to quality management, to more risk mitigation, revenue
generation and reputational focused drivers

Hence, although quality management is still seen as important for the
governance of operations, it does not fulfil the customer satisfaction and
competitive advantage drivers as it did in the past.

Furthermore, quality in this form is no longer considered as an important
mechanism but serves as an assumed requirement where customers take
product or service quality for granted.

The quality of the product or service delivery does not increase customer
satisfaction but they react or express their dissatisfaction in its absence.

Therefore, even while the fundamentals and foundation of quality remain
the same, the environment in which it needs to be implemented has
dramatically changed.



