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Definition of TQM

To - ]

Cort:::n%gigt?'mManagement is defined as a customer-oriented process and aims for

i wg;sviment of business operations. It ensures that all allied works

quality or syervic of employees) are toward the common goals of improving product

el e quality, as well as enhancing the production process Or process of

S e However, the emphasis is put on fact-based decision making
e use of performance metrics to monitor progress. :

The key principles of Total Quality
Management

Commitment from the management:

« Pian (drive, direct)

« Do (deploy, support, and participate)
» Check (review)

« Act (recognize, communicate, revise)

Employee Empowerment

e Training

« Excellence team

. Measurement and recognition
» Suggestion scheme

Continuous Improvement

. Systematic measurement
« Excellence teams
. Cross-functional process management

. Attain, maintain, improve standards

Customer Focus ¢ ‘ |

. Partnership with Suppliers
Service relationship with internal customers

Customer-driven standards
vNevgg_qprqprdmiée.i;quality :




» Handling of the process
« Processes which are result oriented

Decision Making Based on Facts Only and Not on Opinions

« Integrated, strategic and systematic approach to ensure the entire organisation is
aligned .
« Communication must be open and at all levels of the organisation.
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