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Quality Function Deployment (QFD)

* Quality function deployment (QFD) is a “method
to transform user demands into design quality, to
deploy the functions forming quality, and to
deploy methods for achieving the design quality
into subsystems and component parts, and (o
ultimately to specific elements of the w\\
manufacturing process.”, as described by Dr. Yoji
Akao, who originally developed QFD in Japan in
1966, when the author combined his work in
guality assurance and quality control points with
function deployrhent used in value engineering.



http://en.wikipedia.org/wiki/Yoji_Akao
http://en.wikipedia.org/wiki/Yoji_Akao
http://en.wikipedia.org/wiki/Yoji_Akao
http://en.wikipedia.org/wiki/Yoji_Akao
http://en.wikipedia.org/wiki/Quality_assurance
http://en.wikipedia.org/wiki/Quality_control
http://en.wikipedia.org/wiki/Value_engineering

Quality Assurance (QA) =%,

* Quality assurance (QA) refers to the
systematic activities implemented in a quality
system so that quality requirements for a
product or service will be fulfilled. It is the
systematic measurement, comparison with a
standard, monitoring of processes and an
associated feedback loop that confers error
prevention. This can be contrasted with
quality control,which is focused on process
outputs.



http://en.wikipedia.org/wiki/Quality_system
http://en.wikipedia.org/wiki/Quality_system
http://en.wikipedia.org/wiki/Quality_control

Quality Assurance (QA) %

* Two principles included in QA are: "Fit for
purpose”, the product should be suitable for
the intended purpose; and "Right first time",
mistakes should be eliminated.

* QA includes management of the quality of raw
materials, assemblies, products and
components, services related to production,

and management, production and inspection
processes.



http://en.wikipedia.org/wiki/Quality_(business)

Quality Assurance (QA) =%,

* Suitable quality is determined by product users,
clients or customers, not by society in general.

* |tis not related to cost and adjectives or
descriptors such "high" and "poor" are not
applicable. For example, a low priced product
may be viewed as having high quality because it
is disposable where another may be viewed as
having poor quality because it is not disposable.



—

Value Engineering (VE) /| L\

-

e Value engineering (VE) is a systematic method
to improve the "value" of goods or products
and services by using an examination of
function. Value, as defined, is the ratio of
function to cost. Value can therefore be
increased by either improving the function or
reducing the cost. It is a primary tenet of value
engineering that basic functions be preserved
and not be reduced as a consequence of
pursuing value imprevéments.



http://en.wikipedia.org/wiki/Cost
http://en.wikipedia.org/wiki/Cost

Quality Function Deployment (QFD)

 QFD is designed to help planners focus on
characteristics of a new or existing product or service
from the viewpoints of market segments, company, or
technology-development needs. The technique yields
charts and matrices.

* QFD helps transform customer needs (the voice of the
customer [VOC]) into engineering characteristics (and
appropriate test methods) for a product or service,
prioritizing each product or service characteristic while
simultaneously setting development targets for
product or service.



http://en.wikipedia.org/wiki/Market_segment
http://en.wikipedia.org/wiki/Chart
http://en.wikipedia.org/wiki/Matrix_(mathematics)
http://en.wikipedia.org/wiki/Customer
http://en.wikipedia.org/wiki/Needs
http://en.wikipedia.org/wiki/Voice_of_the_customer
http://en.wikipedia.org/wiki/Voice_of_the_customer
http://en.wikipedia.org/wiki/Engineering
http://en.wikipedia.org/wiki/Test_method

Failure Mode and Effects Analysis

* Failure mode and effect analysis (FMEA) was one
of the first systematic techniques for failure
analysis.

* It was developed by reliability engineers in the
1950s to study problems that might arise from
malfunctions of military systems.

A FMEA is often the first step of a system
reliability study. It involves reviewing as many
components, assemblies, and subsystems as
possible to identify failure modes, and their
causes and effects.



Failure Mode and Effects Analysis

 An FMEA is an inductive (forward logic) single point of
failure analysis and is a core task in reliability
engineering, safety engineering and quality
engineering (Quality engineering is specially concerned
with the "Process" (Manufacturing and Assembly) type
of FMEA). A successful FMEA activity helps to identify
potential failure modes based on experience with
similar products and processes or based on common
physics of failure logic. It is widely used in development
and manufacturing industries in various phases of the
product life cycle. Effects analysis refers to studying the
consequences of thase failures on different system
levels.



http://en.wikipedia.org/wiki/Reliability_engineering
http://en.wikipedia.org/wiki/Reliability_engineering
http://en.wikipedia.org/wiki/Safety_engineering
http://en.wikipedia.org/wiki/Quality_engineering
http://en.wikipedia.org/wiki/Quality_engineering

Inductive reasoning

* Inductive reasoning, also known as induction
or informally "bottom-up" logic, is a kind of
reasoning that constructs or evaluates general
propositions that are derived from specific
examples. Inductive reasoning contrasts with
deductive reasoning, in which specific
examples are derived from general
propositions.



http://en.wikipedia.org/wiki/Top-down_and_bottom-up_design
http://en.wikipedia.org/wiki/Top-down_and_bottom-up_design
http://en.wikipedia.org/wiki/Top-down_and_bottom-up_design
http://en.wikipedia.org/wiki/Logical_reasoning
http://en.wikipedia.org/wiki/Proposition
http://en.wikipedia.org/wiki/Deductive_reasoning

for Planning Quality
into Goods and Services
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(Customer) ¢ idia

"It is not the employer who pays
the wages. Employers only handle
the money. It is the customer who

pays the wages." ~ Henry Ford
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(Customer) ¢ sida

* "Perceptionis all thereis..."

* Quality Is All About
Customer’s Perceptions

Like beauty and truth, quality is in the eye of the
beholder, your customer.
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http://www.1000ventures.com/business_guide/crosscuttings/knowing_people_perceptions.html
http://1000ventures.com/business_guide/crosscuttings/bizsys_customer.html
http://1000ventures.com/business_guide/crosscuttings/bizsys_customer.html
http://1000ventures.com/business_guide/crosscuttings/bizsys_customer.html
http://www.1000advices.com/guru/quotes_beauty.html
http://www.1000ventures.com/business_guide/mgmt_quality.html
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Rule No. 1

Define what quality means to you and your
customers, and how it can help to achieve your

business goals and compete more effectively for
market share.
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http://www.1000ventures.com/business_guide/crosscuttings/bizsys_customer.html
http://www.1000ventures.com/business_guide/crosscuttings/bizsys_customer.html
http://www.1000advices.com/guru/strategies_competitive_vk.html

@ Customer Success 360
- Synergistic Value Creation, Marketing and Selling

Customer Intimacy « » Value Proposition
Service-Profit Chain « » Differentiation

Value Innovation e e Creative Marketing

Growing Together Marketing

» Listening

B - oveenno

» Creating Value
Customer » Branding

» Differentiating

» Communicating

_-— » Influencing .
Retaining Selling §

Customer Service » » Solving Customer Problems
Customer Relationships » » Relationship Selling
Customer Satisfaction » » Closing the Deal

45



Olajla Adlddaiaa g e (a3 Ciaa g o)l Al
DAS Al e 3925 1) e L) alilad e sl )
Olatbar g Alla &S e JalS ) gha 4y LS IS (o

S G (hIaa) 4y ) gl

46



Rule No. 2

Develop a strategy that defines a specific
aspect of quality designed to provide a
competitive advantage. Think outside the
box; as you think about quality in your
division, look at the bigger picture to address
the strategy that will best guide your
organization in the marketplace.
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http://www.1000ventures.com/info/sca_brief.html
http://www.1000ventures.com/business_guide/crosscuttings/thinking_outside-the-box.html
http://www.1000ventures.com/business_guide/crosscuttings/thinking_outside-the-box.html
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Rule No. 3

Focus all functions and levels of your
organization on quality and continuous

Improvement. Build a companywide lasting
commitment to the process of continuous
Improvement. Involve multiple departments in
cross-functional quality improvements
processes. Kaizen!!
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http://www.1000ventures.com/business_guide/im_cif_main.html
http://www.1000ventures.com/business_guide/im_cif_main.html
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Rule No. 4

Use an integrated approach: leverage
your service-profit chain . . .

S . ] . & . $ e
0% S5 HIN S 425l gy S 3 ool
- .

Growth and Profitability ¢ee ‘y u Uh»
Customer Loyalty
Customer Satisfaction
Value
Productivity
Staff Loyalty

Staff Satisfaction R, Laje‘,
rdj
Internal Service Quality My M @IAU
Leadership 1S L&Y /%

51


http://www.1000ventures.com/business_guide/im_s-p_chain.html
http://www.1000ventures.com/business_guide/im_s-p_chain.html
http://www.1000ventures.com/business_guide/im_s-p_chain.html
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Rule No. 4

Use an integrated approach: leverage your
service-profit chain; stress attention to details,

but incorporate also competitive
benchmarking, evaluation and continuous
Improvement — all combined In an interactive

process with your team members and
customers.
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http://www.1000ventures.com/business_guide/im_s-p_chain.html
http://www.1000ventures.com/business_guide/im_s-p_chain.html
http://www.1000ventures.com/business_guide/im_s-p_chain.html
http://www.1000ventures.com/business_guide/effectiveness_operational.html
http://www.1000ventures.com/business_guide/effectiveness_operational.html
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Rule No. 5

Build a measurement and benchmarking
methodology that will rank you against the
competition and provide a mechanism for
tracking your progress both independently and
in comparison to industry wide best practices. ...
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http://www.1000ventures.com/business_guide/crosscuttings/benchmarking.html

Rule No. 5

. Measure quality improvements both In
quality-specific terms and in terms of the impact
It has on your short- and long-term business
goals. Assess individual contributions to the
quality process as part of every employee's
periodic review.
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Rule No. 6

Top Management must be completely

involved in the quality improvement process
rather than simply supportive of it. Allow for
Independent assessment of the company's
quality management system, and its product and
service quality, and act on the findings.
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http://www.1000ventures.com/info/executive_smart_brief.html

£ 958 Ay i s Spsanal |V

ikia JaT Al a5 s 5 e

60



JTBYI LT

.JQSS‘\QJ:\Q“U. c&u‘d@ﬁb&bﬁgﬁJJ cﬁmﬂ
A6 Uy ala Al ) 458 lasend

+ s Sasanat | 21 3 Jalg

JJJSL’A?.\MS‘\SLQJUA\O
M\ﬁ\\)uwuhﬂ\su&\gﬁ

Lalev

“J‘“g#ggi”‘ W&‘J‘“uﬁjﬁ

61



Rule No. 7

Give ownership for quality to your
employees, encourage a continuous flow of
Incremental improvements from the bottom of
the organization's hierarchy. Quality is not
something that management can mandate or
dictate. ...
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http://www.1000ventures.com/business_guide/mgmt_kaizen_tqc_main.html
http://www.1000ventures.com/business_guide/mgmt_kaizen_tqc_main.html

Rule No. 7

To gain employee commitment to the quality

process, your company's management, control,
and reward systems must be modified to give
employees greater responsibility and opportunity
to become quality and customer oriented and
motivate them to strive for continuous
Improvement.
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Rule No. 8

Make quality a religion. Make quality
second nature of all your employees.
Without it, all the corporate statements,
procedures and standards will prove to be
rules that are meant to be broken.
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v Eight Rules for Managing Quality"

' 'I » Define what quality means to you and your customers

P Develop a strategy that defines a specific aspect of quality
designed to provide a competitive advantage

Focus all functions and levels of your organization on quality and
continuous improvement

Use an integrated approach
| Build a measurementand benchmarking methodology

Top management must be completely involved in the quality
improvement process rather than simply supportive of it

Give ownership for quality to youremployees

Make quality a religion
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Quality Management ™
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