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Quality Management 

 

 

Quality management encompasses the practices organizations employ to deliver products and services 
that satisfy customer needs.  

 

Key focus areas include: 
 
 

• Problem Analysis - Identifying the root causes of quality issues using techniques like the 5 Whys 
and fishbone diagrams. Understanding fundamental reasons for problems is essential for solving 
them. 
 
 

• Continuous Improvement - Adopting methodologies like Lean and Six Sigma to systematically 
enhance quality by removing waste and variation. Setting challenging quality goals and measuring 
progress builds a culture of excellence. 
 
 

• Quality Control - Instituting inspection systems, testing procedures, and statistical process control 
to rapidly detect defects. This prevents quality issues from impacting customers. 
 
 

• Quality Assurance - Designing development and delivery processes that ensure quality upfront, 
including training, standards, and change management. Error-proofing processes is ideal. 
 
 

• Quality Culture - Fostering shared mindsets, values, and behaviors focused on delivering 
outstanding products and services throughout the organization. Leadership commitment and role 
modeling is key. 
 
 

• Customer Focus - Aligning the concept of quality with meeting or exceeding customer needs, not 
just conforming to internal standards. Regular customer feedback provides the true north. 
 
 

With mature quality management capabilities in place, organizations can move from reactive firefighting to 
data-driven defect prevention, waste elimination, and building customer-centric quality into processes and 
products. This journey requires commitment but yields enormous gains. 

 


