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Background

QM has (especially during the 19700s an
competitive advantage for organisations

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

A evolved over time, namely Inspection, Statistical Quality Control, Quality Assurance
and Strategic Quality Management.



Background

Presently, quality is at crossroads
A last 20 years business environment has changed significantly whereas the disciple

of quality has not corresponding changed in thinking and form
A quality in its old role and value add has been out grown

A quality moved onto the routine agenda

Emerging trends

A globalisation, customer power and sophistication, food safety, innovation, social

responsibility and environmental sustainability.

A the world, stakeholders and customers have now placed new challenges on

organisations.
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Background

An enviroscan of literature, other media, public or political debates - the following are
generally on their top list:
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stakeholders and the
customer has now embraced
and heightened the
consciousness of global and
social responsibilities.
Customers are becoming more
and more mindful of whom they
are doing business with and
which products they should

buy

Society,

Consumers &

Community

The trend of social responsibility
is also catching fast, as publicity
of more examples of fraud by
executives, harmful products
produced by some companies
and environmental misuse are
exposed. Corporate Governance
has born out of scandals such as

Global Crossing, Enron,
Worldcom, Xerox and Merck,
more recently Satyam India,
among others.
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Background

Big Corporations are lightning rod in an increasingly challenging environment

T, = E Increasing influence and
AT credibility of NGOs with
. the public

E @randjacking 6 by
activists who connect
political and social
agendas to recognised
trademarks to promote
their causes

E  Emerging social

SAD s Lo o expectation for large
e N " i WILL NOT TOLERATE @ :
AR T oo, PIss ouT OF - @ oF THeR political and social
&5 IR BEERS! A7, INGREDIENTS. 4 Issues with what

consumers and NGOs
see as failure of
governments  to act



http://upload.wikimedia.org/wikipedia/en/d/d4/23coke_400x300.jpg

Problem Statement

o Current perspectives on quality

- Although still top ranking strategic issue in all major organisations, it has been moved to the routine
agenda,

- priorities have drifted apart from business priorities

- outputs has become blurred over time

- belief - theory and practices has become non progressive, confused and stuck

- creating a large degree of uncertainty, confusion and ambiguity around its future

- fuelling insecurity amongst many quality professionals, which is not doing any good for attracting

future pipeline professionals for the industry

o Current practices within organisations

i embedded within business processes and manage it as the process itself, or

i through management systems, namely, ISO 9000, ISO 14001, Occupational Health & Safety (OHSAS
18001), Risk Management, Total Quality Management, Lean, Six Sigma, Baldrige Quality Award,

ect.,
i however, in most cases above undertaken by

i disparate initiatives and systems, with new resources.

I overloaded with costs and resource requirements



Aim of Study

A three staged approach adopted:

s First stage

Demonstrate the supposition that quality has become outdated over the
last two decades

s Second stage

i Will focus on the change that quality will need to undertake and the
development of leadership which should be adopted to achieve
this.

i Based on the current business challenges and market demands,
this study proposed that the new evolution for quality management
should become known as oOoquality stew:

s Third stage

Will propose an integrated quality stewardship framework that supports
stages 1 and 2 above.

Using this approach, it is hoped that this study will go beyond customer
satisfaction and change the nature of the organisational discourse about
guality management in the future



Quality Stewardship

A New evolution of QM requires the incorporation of the identified emerging trends . This
implies a profound adjustment rather than a small modification to the current philosophy
of quality management

A The new evolution requires QM to operate at the level of the entire social systems, where
issues like global warming, business ethics, sustainable economies, ecology and
reciprocity are addressed and more coherent conversation around sustainability and
social responsibility is undertaken

AThe term O6stewardshipd was chosen as the new d
Management because of the synergies with the requirements for the new evolution of QM
stated above, namely,
A 6stewardship 6 implies holding something in tr
A a set of principles and practices which have the potential to make dramatic changes in

governance systems by creating a strong sense of ownership and responsibility in
organisations.

A a means of giving employees at the bottom and at the boundaries of an organisation a
choice of how to serve the stakeholder (customer, a citizen or community).

A awillingness to be accountable for the wellbeing of a larger cause by operating in
serving, rather than in control (Block (1996: xx, xxi, 5)
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Objectives of the study

Conduct a comprehensive literature review, preliminary and
empirical study to determine the current perceptions and
status in the discipline of quality, leadership, change
management and strategy.

Develop a schematic representation and framework of an
integrative approach which would assist managers with
Implementing quality, under a new definition, namely, Quality
Stewardship, into the future.

Assess the applicability of the framework above to current
practice.



Proposed Quality Stewardship & Leadership Framework
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QSAL Framework

The QSAL framework will act as a set of principles and practices for the proposed
Agual ity stewardshi pd strat e gnorganibadional gui de s
excellence (OE) and interacts with stakeholders on organisational outcomes and

achievements.

QSAL Framework for Quality will provide a integrated approach to OE as follows:
A ¢ hmragkess towards the established goals
Aidentify major improvement opportunities
Aachieve goal congruence and organisational alignment
Aenhance accountability
Adrive future resource allocation decisions
Acommunicate to each individual how he/she can contribute to the overall
strategy and thus to encourage and reinforce certain behaviours and

attitudes



Empirical Study

Data Collection
y Structured survey questionnaire
A Section A - Demographics and General Information
A Section B - Current Quality Practices based on the MBNQA
A Section C - Views on Quality, Emerging Trends and Proposed Framework for managing Quality into

the future.

y Sampling model for survey questionnaire
A Respondents - Broader spectrum FMCG organisation types in South Africa. This included
beverage organisations, food processing and packaging organisations and their primary, secondary
and tertiary suppliers.

A Sampling type - Purposive sampling,

Data Analysis
y Descriptive - Tabulated summaries, graphical analysis and mean value analysis.

Y Inferential - Cronbach's alpha coefficient, hypotheses tests, factor analysis.
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Results and Discussion
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Results and Discussion

A.2 Position Organisation

Count % .
A.3 Experience
Account Manager 1 1.3
Area/ Business Sector / 5 6.3 AL
Product ’
100
Consultant 11 13.9
) 90 ¥
Functional Manager 15 19.0
80 ¥
General Manager 5 6.3
70 ¥
Lab Manager 2 25
. . ® Count
Managing Director 3 3.8 60 Vv
QESH Specialist 1 1.3 50 Vv
Quality Assurance Manager 31 39.2 40 v
30 ¥
Quality Assurance Supervisor 1 1.3 e
20 A
SHERQ Controller 1 1.3 10 1~
SHERQ Manager 1 1.3 0
Technical Assistant 1 1.3 <1year 1-2years 3-5years 6 - 10 years > 10 years Total
Technical Director 1 1.3

Total 79 100.0



Results and Discussion

A.4 Organisation Size

Count %
50 -100 7 89
employees
101 - 250 20 25.3
employees
251 - 1000 14 17.7
employees
> 1000 38 48.1
employees
Total 79 100.0
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RESULTS AND DISCUSSION
Dashboards
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