gL béL.;CA-\é.\S

L L R 4

PP

S)90) Casdas Cus paas widi

(st ySQ

Olojlw (3950 cylbg b ealed Jolds (o S5 @
S o Bud 41 () Sl Bl 4T 39 (o0
.»\.3.‘»5‘50 uﬁa}b oLc}Lw

9 ol e plgie 4 plojl S gbapsmam ) ¢
cAiledye5 Wigw p 4 JS1 dlf..\.&.f&.:.ob’

1y B poncnws 9 5 Jolai Comod]  codimpw sB0d SO ©
pinn LT 31 p1aS 4o Jiiume slrcudled sl
.A}Lw‘so

Chapter 2

Total Quality in
Organizations

Growth of Modern
Quality Management

Performance
excellence

Service
quality

I Manufacturing
quality '

Systems Thinking

+ A system is the functions or activities
within an organization that work together
for the aim of the organization.

« Subsystems of an organization are linked
together as internal customers and suppliers.

+ A systems perspective acknowledges the
importance of the interactions of

subsystems, not the actions of them
individually.
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Quality 1n Services

* Serviceis defined as “any primary or
complementary activity that does not
directly produce a physical product — that 1s,
the non-goods part of the transaction
between buyer (customer) and seller

(provider).” \

Critical Differences between
Service and Manufacturing (7 or2)

* Customer needs and performance standards
are more difficult to identify and measure

« Services requires a higher degree of
customization

+ QOutput is intangible

Critical Differences between Service
and Manufacturing 2oz

» Services are produced and consumed
simultaneously

» Customers are often involved in actual
process

» Services are more labor-intensive than
manufacturing

+ Services handle large numbers of transactions



S e
R\ KEN e’.'\.u.l....a.n.u =3
byl e

B SleMb g 59 o6 *

4

LN

@ Sl iy ge]
(S g8 phesies 3 () gas

5 >k
W T b

AL sl

* Employees

Components of Service
System Quality

+ Information technology

Higher Education
as a Production System
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