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Total	quality	management	(TQM)	is	a	term	used	to	describe	a	management	approach	to	quality	improvement	through	the	formulation	and	implementation	of	an	organization's	quality	policy	and	procedure	in	view	to	a	long-term	customer	satisfaction.	TQM	is	based	on	all	members	of	an	organization	participating	in	improving	processes,	products,
services	and	the	culture	in	which	they	work.Total	Quality	Management	(TQM)	was	initially	a	term	used	to	describe	its	Japanese-style	management	strategy	to	quality	management.	Being	a	methodology	for	continually	improving	the	quality	of	all	processes,	it	draws	on	knowledge	of	the	principles	and	practices	of	behavioural	sciences,	analysis	of
quantitative	and	non-quantitative	data,	economics	theories	and	process	analysis.Benefits	of	TQMThe	benefits	of	Total	Quality	Management	(TQM)	include	the	following:Strengthened	competitive	positionAdaptability	to	changing	or	emerging	market	conditions	and	to	environmental	and	other	government	regulationsHigher	productivityEnhanced
market	imageDefects	and	waste	eliminationBetter	cost	managementHigher	profitabilityImproved	customer	focus	and	satisfactionIncreased	customer	loyalty	and	retentionImproved	employee	moraleEnhanced	shareholder	and	stakeholder	valueImproved	and	innovative	processesClick	Here	to	Join	the	Over	2000	Students	Taking	our	Highly	Rated
Courses	on	Quality	Assurance/Quality	Control,	Food	Safety,	Lean	Six	Sigma,	Lean	Manufacturing,	Six	Sigma,	ISO	9001,	ISO	14001,	ISO	22000,	ISO	45001,	FSSC	22000,	Product	Development	etc.	on	UDEMY.Steps	for	Implementing	TQMTop	management	learns	about	and	decides	to	commit	to	TQM.The	organization	assesses	current	culture,	customer
satisfaction,	and	quality	management	systems.Top	management	identifies	and	communicates	core	values	and	principles	to	be	used.A	TQM	master	plan	is	developed	on	the	basis	of	the	first	3	steps.The	organization	identifies	and	prioritizes	customer	demands	and	aligns	products	and	services	to	meet	those	demands.Management	maps	the	critical
processes	through	which	the	organization	meets	the	needs	of	the	customers.Management	formulates	and	manage	teams	for	process	improvement	efforts.The	momentum	of	the	TQM	effort	is	managed	by	the	steering	committee.Managers	contribute	individually	to	the	effort	through	planning,	training,	coaching	etc.	Process	management	and
standardization	takes	place	daily.	Progress	is	evaluated	and	the	plan	is	revised	as	needed.Constant	employee	awareness	and	feedback	on	status	are	provided	and	a	reward/recognition	process	is	established.Click	Here	to	Download	Readymade	Editable	Toolkits	&	Templates	on	Quality	Assurance/Quality	Control,	Lean	Six	Sigma,	Lean	Manufacturing,
Six	Sigma,	ISO	9001,	ISO	14001,	ISO	22000,	ISO	45001,	FSSC	22000,	HSSE,	Project	Management	etc.Challenges	in	TQM	ImplementationImplementing	Total	Quality	Management	(TQM)	within	an	organization	isn't	without	some	attending	challenges	that	tend	to	affect	its	purpose.	These	challenges	include:When	an	organization	fails	to	place	high
priority	to	quality	and/or	is	not	genuine	about	it,	implementation	of	TQM	tends	to	be	affected.If	autocratic	style	of	leadership	is	adopted	by	the	management,	an	environment	of	fear	is	created.	This	hinders	creativity	among	employees	which	may	demoralize	them.	This	will	lead	to	an	employee	not	contributing	their	entire	ability.	This	in	turn	degrades
their	productivity	ultimately	affects	quality	of	products	and/or	services.When	employees	fail	to	show	the	right	level	of	commitment	to	TQM	the	whole	process	of	quality	management	becomes	ineffective.	This	TQM	is	implemented	by	people,	nothing	else.When	communication	plans	are	not	in	existence	quality	results	may	be	affected.	Everyone	needs	to
be	aware	of	the	happenings	in	the	organization.	When	this	is	missing,	the	whole	concept	of	TQM	would	be	rendered	ineffective.When	an	organization	fails	to	identify	the	needs	of	customers	as	a	result	of	inaccurate	data,	improper	survey,	and	wrong	interpretation	of	facts	etc.	supply	of	defective	product	to	the	customer	may	be	made,	hence	defeating
the	main	objective	of	customer	satisfaction.Click	Here	to	Join	the	Over	2000	Students	Taking	our	Highly	Rated	Courses	on	Quality	Assurance/Quality	Control,	Food	Safety,	Lean	Six	Sigma,	Lean	Manufacturing,	Six	Sigma,	ISO	9001,	ISO	14001,	ISO	22000,	ISO	45001,	FSSC	22000,	Product	Development	etc.	on	UDEMY.Recommended	SolutionsThe
organizations	should	focus	on	developing	the	right	organizational	quality	culture	that	provides	a	support	in	improving	the	quality	of	the	operations	or	activities.Top	management	should	seek	the	participation	of	all	persons	working	in	the	organization	before	taking	the	final	decisions.Creating	a	sense	of	belongingness	among	the	employees	can	boost
the	morale	of	the	employees.A	workable	communication	plan	should	be	formulated	with	a	proper	path	for	exchange	of	information.All	the	activities	in	the	organization	should	be	undertaken	to	serve	the	customer	in	best	possible	way.Click	Here	to	Join	the	Over	2000	Students	Taking	our	Highly	Rated	Courses	on	Quality	Assurance/Quality	Control,
Food	Safety,	Lean	Six	Sigma,	Lean	Manufacturing,	Six	Sigma,	ISO	9001,	ISO	14001,	ISO	22000,	ISO	45001,	FSSC	22000,	Product	Development	etc.	on	UDEMY.Click	Here	to	Download	Readymade	Editable	Toolkits	&	Templates	on	Quality	Assurance/Quality	Control,	Lean	Six	Sigma,	Lean	Manufacturing,	Six	Sigma,	ISO	9001,	ISO	14001,	ISO	22000,
ISO	45001,	FSSC	22000,	HSSE,	Project	Management	etc.About	the	AuthorOlanrewaju,	Adebayo	Bamideleis	a	Lead	Auditor	of	ISO	9001,	FSSC	22000	/	ISO	22000,	14001	&	45001	Management	Systems,	Certified	Six	Sigma	Master	Black	Belt	(CSSMBB),	process	engineer,	and	quality	management	professional	with	strong	working	experience	and
proven	skills	in	manufacturing	excellence,	ISO	management	systems	implementation,	lean	/	digital	manufacturing,	and	project	management.Adebayo	is	a	Corporate	Member	of	American	Institute	of	Chemical	Engineers	(AIChE),	Associate	Member,	the	Institution	of	Chemical	Engineers	(IChemE),	Corporate	Member,	Nigerian	Society	of	Engineers
(NSE),	Corporate	Member,	Nigerian	Society	of	Chemical	Engineers	(NSChE),	Associate	Member,	Nigerian	Institute	of	Management	(NIM),	and	Associate	Member,	Institute	of	Strategic	Management	of	Nigeria	(ISMN).He	is	anauthorofover	15	booksand	has	published	over	45	online	courses	on	various	e-learning	platforms	includingUdemy,Alison,
Learnformula	&	Study	Plex.You	can	reach	him,here.	A	comprehensive	approach	to	organizational	management	that	emphasizes	the	continual	pursuit	of	quality	and	operational	excellence	A	commonly	known	quality	management	approach	is	Total	Quality	Management	(TQM).	This	philosophical	approach	focuses	on	leading	and	achieving	quality
excellence	in	every	aspect	of	an	organization.	It	emphasizes	continuous	improvement,	involving	all	employees	in	the	pursuit	of	customer	satisfaction.TQM	fosters	a	culture	where	quality	is	ingrained,	encouraging	teamwork,	proactive	problem-solving,	and	a	commitment	to	excellence.	By	integrating	quality	into	all	processes	and	departments,	TQM
aims	to	eliminate	defects,	streamline	operations,	reduce	waste,	and	enhance	overall	performance,	ensuring	long-term	success	and	competitiveness	in	the	market.Key	HighlightsTotal	Quality	Management	(TQM)	emphasizes	continuous	improvement,	involving	all	employees	in	achieving	quality	excellence.	It	fosters	a	culture	of	ingrained	quality,
teamwork,	proactive	problem-solving,	and	commitment	to	excellence,	aiming	to	eliminate	defects,	reduce	waste,	and	enhance	overall	performance.TQM	focuses	on	customer	satisfaction,	employee	involvement,	process-oriented	approaches,	continuous	improvement,	evidence-based	decision-making,	supplier	relationships,	and	leadership	commitment
to	drive	a	culture	of	quality	excellence.TQM	requires	strong	leadership	commitment,	systematic	processes,	and	employee	engagement.	Real-world	examples	like	Toyota	Production	System	(TPS),	Motorolas	Six	Sigma,	and	healthcare	sector	applications	illustrate	TQMs	impact	on	quality	enhancement	in	various	industries.How	Does	Total	Quality
Management	(TQM)	Work?Total	Quality	Management	involves	continuous	improvement,	leveraging	data	and	metrics	to	make	informed	decisions,	fostering	a	culture	of	teamwork	and	innovation,	and	aligning	strategies	with	customer	needs.	Among	the	primary	TQM	principles	is	customer	satisfaction	in	other	words,	meeting	and	exceeding	customer
needs.	Quality	is	integral	in	every	aspect	of	operations,	with	the	goal	of	striving	for	excellence	in	products,	services,	and	internal	processes	while	adapting	to	evolving	market	demands.	Satisfied	customers	is	the	outcome	of	such	a	quality-integrated	system.Related	to	TQM	is	the	concept	of	Kaizen,	a	Japanese	term	for	continuous	improvement.	This
concept	emphasizes	incremental	changes	made	by	every	employee.	Its	ideal	for	organizations	looking	to	instill	a	culture	of	constant,	small-scale	improvements.	Kaizen	encourages	employee	engagement,	fosters	creativity,	and	is	effective	in	workplaces	where	innovation	and	adaptability	are	paramount.The	Key	Players	in	Total	Quality	Management:
Customers,	Suppliers,	and	EmployeesIn	Total	Quality	Management	(TQM),	customers,	suppliers,	and	employees	play	pivotal	roles	as	key	stakeholders	contributing	to	quality	assurance	and	quality	control	in	an	organization.Customer	focus	is	central;	customer	satisfaction	steers	the	direction	of	quality	standards.	Understanding	the	feedback	they
provide	on-demand	products,	preferences,	and	experiences	is	fundamental	to	delivering	products	or	services	that	surpass	expectations.Suppliers	represent	another	critical	element.	They	provide	the	raw	materials	and	inputs	necessary	for	a	production	process	or	insight	into	the	planning	phase	of	the	overall	manufacturing	processes,	directly
impacting	the	quality	of	the	final	output.	Collaborating	closely	with	suppliers	ensures	consistency	and	reliability	in	the	inputs,	thus	influencing	the	quality	of	the	end	product	or	service.Employees	must	be	on	the	same	page	as	top	management	to	properly	apply	total	quality	management	tools.	Examples	include	the	integration	of	each	production
process	as	a	holistic	view	of	the	overall	manufacturing	processes.	The	widely	agreed-upon	approach	to	TQM	helps	build	integrated	systems	that	foster	customer	satisfaction.Empowering	and	engaging	employees	at	all	levels	fosters	a	culture	where	everyone	contributes	ideas,	innovation,	and	efforts	toward	achieving	superior	quality,	ultimately
benefiting	the	customers	and	the	organization	as	a	whole.TQM	processes	are	used	to	improve	processes,	instill	an	organizational	commitment	to	quality	assurance	and	quality	control,	and	dedication	to	continuous	improvement	that	materially	drives	customer	satisfaction.Implementing	TQM	Principles	and	ProcessesImplementing	TQM	requires	strong
leadership	commitment	to	drive	cultural	change.	Clear	objectives	aligned	with	the	organizations	mission	and	vision	are	set,	and	resources	are	allocated	for	training	and	skill	development.Total	Quality	Management	involves	engaging	employees	at	all	levels,	with	effective	communication	that	fosters	a	sense	of	ownership	and	empowerment.	It	relies	on
systematic	data	collection	and	analysis	(such	as	benchmarking)	to	foster	feedback	loops	for	evidence-based	decision-making	(also	known	as	the	Plan-Do-Act-Check	cycle	of	Kaizen).Engagement	of	people	is	another	one	of	a	handful	of	total	quality	management	principles.	Effective	communication	is	vital,	ensuring	everyone	understands	their	role	in
achieving	quality	goals,	promoting	transparency,	and	encouraging	collaboration	across	departments.History	of	Total	Quality	ManagementTotal	Quality	Management	(TQM)	originated	in	the	early	20th	century	with	statistical	quality	control	methods	in	manufacturing.	However,	its	systematic	development	gained	prominence	post-World	War	II.A	key
influencer	is	Dr.	W.	Edwards	Deming,	who	introduced	principles	focusing	on	statistical	methods,	process	improvement,	and	employee	involvement.Japan	notably	embraced	TQM	in	its	post-war	reconstruction	era,	propelling	the	nations	economic	resurgence	by	applying	Demings	principles.	Japans	success	in	quality	and	productivity	spurred	global
interest	in	TQM	during	the	1980s.Western	countries	implement	total	quality	management	in	response	to	intense	market	competition.	Alongside	the	economic	shift	beyond	the	manufacturing	sector,	the	versatile	approach	was	adopted	in	a	variety	of	service	sectors,	such	as	healthcare.Today,	TQM	is	the	foundation	of	many	quality	approaches,
emphasizing	customer-centricity,	continual	improvement,	and	organizational	excellence,	influencing	operational	strategies	worldwide.The	American	Society	of	Quality	(ASQ)	is	an	international	organization	sought	by	companies	seeking	to	implement	strong	quality	management	systems.	The	international	organization	advocates	for	the	ISO	9000	family
of	standards,What	are	the	Principles	of	Total	Quality	Management	(TQM)?Total	Quality	Management	(TQM)	encompasses	a	set	of	fundamental	guidelines	aimed	at	fostering	a	culture	of	quality	excellence	within	an	organization.	The	American	Society	of	Quality	(ASQ)	outlines	seven	principles	within	their	strategic	and	systematic	approach	(ISO
9000).Customer	FocusUnderstanding,	meeting,	and	exceeding	customer	expectations	is	at	the	core	of	TQM.	With	proper	training,	TQM	focuses	on	an	enduring	organizational	culture	to	anticipate	and	respond	to	customer	input	and	feedback	(i.e.,	customer	satisfaction)	as	the	key	concept	to	remain	competitive.Leadership	CommitmentActive
management	participation	to	demonstrate	their	dedication	and	involvement	in	championing	quality	management	initiatives	throughout	the	entire	organization.	To	achieve	success,	the	core	values	of	delivering	quality	are	inherent	in	TQM	strategies.Employee	InvolvementEncourage	and	empower	employees	at	all	levels	to	contribute	ideas	and	efforts	in
a	continuous	effort	to	achieve	quality	improvement.	Total	employee	involvement	integrates	quality	throughout	the	production	cycle.	Quality-related	issues	and	other	immediate	process	issues	are	addressed	promptly.Process-Oriented	ApproachEmphasizing	systematic	and	structured	methods	for	achieving	quality	goals.	The	systematic	approach	to
process	improvements	is	customer-focused,	with	quality	planning	to	improve	service	quality	throughout	the	customer	journey.Continuous	ImprovementThe	core	component	of	TQM	is	the	commitment	to	delivering	quality	and	the	continuous	effort	to	improve	the	quality	of	products	and	services.	TQM	strives	to	achieve	excellence	and	total	quality
control	as	part	of	the	strategic	plan	of	optimizing	and	improving	processes.Evidence-based	Decision	MakingTools	must	collect	and	apply	accurate	data	and	rigorous	analysis	to	drive	informed	decisions.	Basic	tools	and	organizational	performance	data	used	by	TQM	practices	can	span	cross-functional	teams.Supplier	RelationshipsSupply	chain
management	is	a	critical	component	of	modern	quality	control.	Companies	collaborate	closely	with	suppliers	to	ensure	joint	quality	planning,	from	basic	raw	materials	and	inputs,	as	part	of	an	integrated	system	of	business	processes	and	production	processes.These	principles	collectively	aim	to	cultivate	a	culture	where	quality	is	everyones
responsibility,	striving	for	excellence	and	continuous	advancement	in	all	aspects	of	the	organization	to	meet	or	exceed	customer	expectations.	The	American	Society	of	Quality	(ASQ)	attributes	attributes	the	basic	seven	tools	of	quality,	sometimes	known	as	7	QC	(Quality	Control)	tools,	to	Kaoru	Ishikawa.	These	quality	management	tools	are
instrumental	in	analyzing	data,	identifying	problems,	understanding	processes,	and	making	informed	decisions	to	improve	quality	within	an	organization.Visual	tools	to	identify	and	analyze	potential	causes	contributing	to	a	specific	problem	or	outcome.Simple	forms	or	charts	to	collect	and	organize	data	systematically,	facilitating	easy
analysis.Statistical	graphs	monitor	variations	and	track	process	stability	over	time,	distinguishing	between	common	causes	and	assignable	causes	of	variations.Common	graph	for	data	distribution,	helping	users	identify	variations	and	patterns	in	a	dataset.Pareto	distribution	to	display	factors	in	descending	order	of	frequency	or	impact,	useful	to
highlight	the	most	significant	issues.A	scatter	plot	visualizes	the	relationships	between	two	variables	to	identify	correlations	or	trends.Diagrams	illustrating	the	sequence	of	steps	or	processes,	aiding	in	understanding	and	optimizing	workflows.Examples	of	Total	Quality	Management	in	ActionOften	cited	as	a	prime	example	of	TQM,	introduced	by
Toyota	in	1961,	it	emphasizes	continuous	improvement,	elimination	of	waste,	and	respect	for	people.	It	includes	practices	like	Just-in-Time	manufacturing	and	Kaizen	(continuous	improvement)	to	enhance	quality	and	efficiency	in	manufacturing	processes.Motorola	developed	the	Six	Sigma	methodology	in	1986.	It	is	a	quality	management	technique
focused	on	reducing	defects	and	variation	in	processes.	This	management	system	and	approach	to	process	thinking	have	been	widely	adopted	by	other	industries	to	drive	quality	improvementHospitals	and	healthcare	institutions	implement	TQM	principles	to	enhance	patient	care,	reduce	medical	errors,	and	streamline	processes.	For	example,	using
Lean	Six	Sigma	methodologies	improves	efficiency	in	emergency	room	operations	or	in	reducing	patient	waiting	times.	Thank	you	for	reading	CFIs	guide	to	Total	Quality	Management	(TQM).	To	keep	learning	and	developing	your	knowledge	base,	please	explore	the	additional	relevant	resources	below:	Total	quality	management	(TQM)	is	the	continual
process	of	detecting	and	reducing	or	eliminating	errors	in	manufacturing.	It	streamlines	supply	chain	management,	improves	the	customer	experience,	and	ensures	that	employees	are	up	to	speed	with	training.	Total	quality	management	aims	to	hold	all	parties	involved	in	the	production	process	accountable	for	the	overall	quality	of	the	final	product
or	service.	TQM	is	used	to	streamline	supply	chain	management,	improve	customer	service,	and	ensure	that	employees	are	properly	trained.The	focus	is	to	improve	the	quality	of	an	organizations	outputs,	including	goods	and	services,	through	the	continual	improvement	of	internal	practices.Total	quality	management	aims	to	hold	all	parties	involved
in	the	production	process	accountable	for	the	overall	quality	of	the	final	product	or	service.There	are	often	eight	guiding	principles	to	TQM	that	range	from	focusing	on	customers	to	continually	improving	to	adhering	to	processes.	Katie	Kerpel	/	Investopedia	Total	quality	management	is	a	structured	approach	to	overall	organizational	management.
The	focus	of	the	process	is	to	improve	the	quality	of	an	organizations	outputs,	including	goods	and	services,	through	the	continual	improvement	of	internal	practices.	The	standards	set	as	part	of	the	TQM	approach	can	reflect	both	internal	priorities	and	any	industry	standards	currently	in	place.	Industry	standards	can	be	defined	at	multiple	levels	and
may	include	adherence	to	various	laws	and	regulations	governing	the	operation	of	a	particular	business.	Industry	standards	can	also	include	the	production	of	items	to	an	understood	norm,	even	if	the	norm	is	not	backed	by	official	regulations.	Acceptance	sampling	might	be	used	to	check	the	progress	toward	the	TQM	goal.	Perhaps	the	most	famous
example	of	TQM	is	Toyotas	implementation	of	thekanbansystem.	A	kanban	is	a	physical	signal	that	creates	a	chain	reaction,	resulting	in	a	specific	action.	Toyota	used	this	idea	to	implement	its	just-in-time	(JIT)	inventory	process.	The	company	decided	to	keep	just	enough	inventory	on	hand	to	fill	customer	orders	as	they	were	generated	to	make	its
assembly	line	more	efficient.	All	parts	of	Toyotas	assembly	line	are	therefore	assigned	a	physical	card	that	has	an	associated	inventory	number.	The	card	is	removed	and	moved	up	the	supply	chain	right	before	a	part	is	installed	in	a	car,	effectively	requesting	another	of	the	same	part.	This	allows	the	company	to	keep	its	inventory	lean	and	not
overstock	unnecessary	assets.	Effective	quality	management	resulted	in	better	automobiles	that	could	be	produced	at	an	affordable	price.	TQMs	history	often	dates	back	to	the	early	1900s,	when	Walter	A.	Shewhart	introduced	modern	quality	control.	Shewhart	produced	a	landmark	piece	of	industrial	work	titled	Economic	Control	of	Quality	of
Manufactured	Product	in	1931.	This	exposition	is	considered	one	of	the	founding	and	basic	principles	of	manufacturing	quality	control.	Further	developments	in	Shewharts	work	introduced	new	standards	in	quality	management	decades	later.	Joseph	M.	Juran	published	a	book	called	What	Is	Total	Quality	Control?	The	Japanese	Way	in	1954.	The	work
was	based	on	Jurans	experience	of	being	invited	to	Japan	by	Japanese	scientists	and	engineers.	Juran	later	co-authored	Quality	Planning	and	Analysis,	another	bestseller	in	TQM.	Another	prominent	figure	in	TQM	history	is	W.	Edwards	Deming.	Posted	in	Japan	after	World	War	II,	Deming	became	involved	with	the	Union	of	Japanese	Scientists	and
Engineers	(JUSE).	His	career	work	included	several	TQM	frameworks	(Demings	14	Points,	Demings	Seven	Deadly	Diseases	of	Management,	and	The	Deming	Wheel).	TQM	is	considered	a	customer-focused	process	that	focuses	on	consistently	improving	business	operations	management.	It	strives	to	ensure	that	all	associated	employees	work	toward
the	common	goals	of	improving	product	or	service	quality,	as	well	as	improving	the	procedures	that	are	in	place	for	production.	Several	guiding	principles	define	TQM.	Under	TQM,	your	customers	define	whether	your	products	are	high	quality.	Customer	input	is	highly	valued	because	it	allows	a	company	to	better	understand	the	needs	and
requirements	in	the	manufacturing	process.	Customer	surveys	may	reveal	insufficient	durability	of	goods.	This	input	is	then	fed	back	into	TQM	systems	to	implement	better	raw	material	sourcing,	manufacturing	processes,	and	quality	control	procedures.	Employees	must	buy	into	the	processes	and	system	if	TQM	is	going	to	be	successful.	This	includes
clearly	communicating	across	departments	and	leaders	what	goals,	expectations,	needs,	and	constraints	are	in	place.	A	company	adopting	TQM	principles	must	be	willing	to	train	employees	and	give	them	sufficient	resources	to	complete	tasks	successfully	and	on	time.	TQM	also	strives	to	reduce	attrition	and	maintain	knowledgeable	workers.	A
company	should	gradually	evolve	and	strive	for	incremental,	small	improvements	as	it	learns	more	about	its	customers,	processes,	and	competition.	This	concept	of	continuous	improvement	helps	a	company	adapt	to	changing	market	expectations.	It	allows	for	greater	adaptability	to	different	products,	markets,	customers,	or	regions.	Continuous
improvement	also	drives	and	widens	the	competitive	advantage	that	a	company	has	built	over	related	companies.	TQMs	systematic	approach	relies	heavily	on	process	flowcharts,	TQM	diagrams,	visual	action	plans,	and	documented	workflows.	Every	member	engaged	in	the	process	must	be	aware	and	educated	on	their	part	of	the	process	to	ensure
proper	steps	are	taken	at	the	right	time	of	production.	These	processes	are	then	continually	analyzed	to	better	understand	deficiencies	in	the	process.	A	companys	processes	and	procedures	should	be	a	direct	reflection	of	the	organizations	vision,	mission,	and	long-term	plan.	TQM	calls	for	a	system	approach	to	decision-making	that	requires	that	a
company	dedicate	itself	to	integrating	quality	as	its	core	component	and	making	the	appropriate	financial	investments	to	make	that	happen.	The	systematic	approach	of	TQM	only	works	if	feedback	and	input	are	given	to	evaluate	how	the	process	flow	is	moving.	Management	must	continually	rely	on	production,	turnover,	efficiency,	and	employee
metrics	to	correlate	the	anticipated	outcomes	with	the	actual	results.	TQM	relies	heavily	on	documentation	and	planning,	and	only	by	utilizing	and	analyzing	data	can	management	understand	if	those	plans	are	being	met.	One	way	to	utilize	data	is	to	integrate	systems.	TQM	strategies	believe	systems	should	talk	to	each	other,	conveying	useful
information	across	departments	and	making	smart	decisions.	When	goods	or	inventory	are	used	in	one	area,	another	department	should	have	immediate	access	to	that	enterprise	resource	planning	(ERP)	information.	TQM	strives	to	allow	everyone	to	be	on	the	same	page	at	the	same	time	by	linking	data	sources	and	sharing	information	across
systems.	Data	may	transfer	between	departments	freely,	but	there	is	a	human	element	to	coordinating	processes	and	making	sure	an	entire	production	line	is	operating	efficiently.	Effective	communication	plays	a	large	part	in	TQM	to	motivate	employees,	educate	members	along	a	process,	and	avoid	process	errors,	whether	it	is	normal	day-to-day
operations	or	large	organizational	changes.	Successful	TQM	requires	a	company-wide	buy-in	of	every	principle.	The	benefits	of	TQM	quickly	diminish	if	a	company	does	not	receive	complete	buy-in.	TQM	is	a	unique	process.	There	is	not	a	specific	formula	for	implementing	a	system	that	suits	every	business	and	each	type	of	industry.	But	you	can	create
a	checklist	of	issues	that	might	suit	your	enterprise	and	proceed	with	them	in	chronological	order.	Some	may	suit	your	business,	while	others	will	not.	Select	those	that	you	think	will	provide	an	advantage.	Identify	your	companys	existing	culture,	its	core	values,	and	its	systems.Use	this	information	to	create	a	system	that	will	serve	as	your	master
plan.Establish	what	your	customers	and	clients	want	and	what	they	expect	from	your	business.	Determine	how	to	best	meet	these	expectations	and	needs.Create	a	team	of	management	and	employees	to	guide	and	implement	your	goals,	and	include	these	efforts	in	your	daily	business	management	process.Consistently	gather	feedback	from	employees
and	customers	to	gauge	your	progress.	TQM	results	in	a	company	making	a	product	for	less	when	its	implemented	correctly.	Companies	that	engage	in	TQM	provide	more	consistent	products	that	yield	stronger	customer	loyalty	when	they	emphasize	quality	and	minimize	waste.	As	TQM	touches	every	department	across	an	organization,	a	company
may	reap	substantial	savings	from	materials	sourcing,	production,	distribution,	or	back-office	functions.	Companies	that	successfully	implement	TQM	can	usually	react	more	quickly	to	change	and	proactively	plan	ahead	to	avoid	obsolescence.	A	company	must	fully	engage	TQM	principles	to	fully	reap	the	benefits	of	TQM.	This	requires	substantial	buy-
in	from	every	department	across	an	organization.	This	level	of	commitment	is	very	difficult	to	achieve,	requires	substantial	financial	investment,	and	necessitates	all	levels	of	management	to	engage	in	TQM.	The	conversion	to	TQM	may	be	lengthy,	and	workers	may	feel	resistant	to	change.	A	company	may	be	required	to	replace	processes,	employees,
equipment,	or	materials	in	favor	of	an	untested,	partially	developed	TQM	plan.	More	skilled	workers	may	decide	to	leave	the	company	if	they	feel	TQM	processes	dont	appropriately	utilize	their	skill	sets.	ProsDelivers	stronger,	higher-quality	products	to	customersResults	in	lower	company-wide	costsMinimizes	waste	throughout	the	entire	production
and	sale	processEnables	a	company	to	become	more	adaptableConsMay	require	substantial	financial	investment	to	convert	to	TQM	practicesOften	requires	conversion	to	TQM	practices	over	a	long	period	of	timeMay	be	met	with	resistance	to	changeRequires	company-wide	buy-in	to	be	successful	TQM	originated	in	the	manufacturing	sector,	but	its
principles	can	be	applied	to	a	variety	of	industries.	It	provides	a	cohesive	vision	for	systemic	change	with	a	focus	on	long-term	change	rather	than	short-term	goals.	TQM	is	used	in	many	industries	with	this	in	mind,	including	but	not	limited	to	manufacturing,	banking	and	finance,	and	medicine.	These	techniques	can	be	applied	to	all	departments
within	an	individual	organization.	This	helps	ensure	that	all	employees	are	working	toward	the	goals	set	forth	for	the	company	and	improving	function	in	each	area.	Involved	departments	can	include	administration,	marketing,	production,	and	employee	training.	TQM	oversees	all	activities	and	tasks	that	are	necessary	to	maintain	a	desired	level	of
excellence	within	a	business	and	its	operations.	This	includes	the	determination	of	a	quality	policy,	creating	and	implementing	quality	planning	and	assurance,	and	quality	control	and	quality	improvement	measures.	Various	iterations	of	TQM	have	been	developed,	each	with	its	own	set	of	principles.	Certain	core	elements	persist	nonetheless.	These
include	good	leadership,	emphasis	on	quality,	customer	priority,	error	correction	and	improvement	as	an	ongoing	process,	and	job	training.	A	TQM	diagram	is	a	visual	depiction	of	the	business	and	process	layout.	The	diagram	usually	shows	different	processes	or	steps,	allowing	management	to	see	a	process,	analyze	weaknesses	or	risks	in	the	flow,
and	strategically	adjust	how	things	are	done.	Total	quality	management	is	the	strategic	framework	that	encourages	everyone	in	an	organization	to	focus	on	quality	improvement.	The	theory	holds	that	customer	satisfaction	will	increase	by	being	operationally	excellent.	Many	principles	drive	TQM,	but	the	overall	purpose	is	to	eliminate	errors,
streamline	processes,	and	maximize	efficiency.	Total	quality	management	(TQM)	is	the	continual	process	of	detecting	and	reducing	or	eliminating	errors	in	manufacturing.	It	streamlines	supply	chain	management,	improves	the	customer	experience,	and	ensures	that	employees	are	up	to	speed	with	training.	Total	quality	management	aims	to	hold	all
parties	involved	in	the	production	process	accountable	for	the	overall	quality	of	the	final	product	or	service.	TQM	is	used	to	streamline	supply	chain	management,	improve	customer	service,	and	ensure	that	employees	are	properly	trained.The	focus	is	to	improve	the	quality	of	an	organizations	outputs,	including	goods	and	services,	through	the
continual	improvement	of	internal	practices.Total	quality	management	aims	to	hold	all	parties	involved	in	the	production	process	accountable	for	the	overall	quality	of	the	final	product	or	service.There	are	often	eight	guiding	principles	to	TQM	that	range	from	focusing	on	customers	to	continually	improving	to	adhering	to	processes.	Katie	Kerpel	/
Investopedia	Total	quality	management	is	a	structured	approach	to	overall	organizational	management.	The	focus	of	the	process	is	to	improve	the	quality	of	an	organizations	outputs,	including	goods	and	services,	through	the	continual	improvement	of	internal	practices.	The	standards	set	as	part	of	the	TQM	approach	can	reflect	both	internal	priorities
and	any	industry	standards	currently	in	place.	Industry	standards	can	be	defined	at	multiple	levels	and	may	include	adherence	to	various	laws	and	regulations	governing	the	operation	of	a	particular	business.	Industry	standards	can	also	include	the	production	of	items	to	an	understood	norm,	even	if	the	norm	is	not	backed	by	official	regulations.
Acceptance	sampling	might	be	used	to	check	the	progress	toward	the	TQM	goal.	Perhaps	the	most	famous	example	of	TQM	is	Toyotas	implementation	of	thekanbansystem.	A	kanban	is	a	physical	signal	that	creates	a	chain	reaction,	resulting	in	a	specific	action.	Toyota	used	this	idea	to	implement	its	just-in-time	(JIT)	inventory	process.	The	company
decided	to	keep	just	enough	inventory	on	hand	to	fill	customer	orders	as	they	were	generated	to	make	its	assembly	line	more	efficient.	All	parts	of	Toyotas	assembly	line	are	therefore	assigned	a	physical	card	that	has	an	associated	inventory	number.	The	card	is	removed	and	moved	up	the	supply	chain	right	before	a	part	is	installed	in	a	car,	effectively
requesting	another	of	the	same	part.	This	allows	the	company	to	keep	its	inventory	lean	and	not	overstock	unnecessary	assets.	Effective	quality	management	resulted	in	better	automobiles	that	could	be	produced	at	an	affordable	price.	TQMs	history	often	dates	back	to	the	early	1900s,	when	Walter	A.	Shewhart	introduced	modern	quality	control.
Shewhart	produced	a	landmark	piece	of	industrial	work	titled	Economic	Control	of	Quality	of	Manufactured	Product	in	1931.	This	exposition	is	considered	one	of	the	founding	and	basic	principles	of	manufacturing	quality	control.	Further	developments	in	Shewharts	work	introduced	new	standards	in	quality	management	decades	later.	Joseph	M.	Juran
published	a	book	called	What	Is	Total	Quality	Control?	The	Japanese	Way	in	1954.	The	work	was	based	on	Jurans	experience	of	being	invited	to	Japan	by	Japanese	scientists	and	engineers.	Juran	later	co-authored	Quality	Planning	and	Analysis,	another	bestseller	in	TQM.	Another	prominent	figure	in	TQM	history	is	W.	Edwards	Deming.	Posted	in	Japan
after	World	War	II,	Deming	became	involved	with	the	Union	of	Japanese	Scientists	and	Engineers	(JUSE).	His	career	work	included	several	TQM	frameworks	(Demings	14	Points,	Demings	Seven	Deadly	Diseases	of	Management,	and	The	Deming	Wheel).	TQM	is	considered	a	customer-focused	process	that	focuses	on	consistently	improving	business
operations	management.	It	strives	to	ensure	that	all	associated	employees	work	toward	the	common	goals	of	improving	product	or	service	quality,	as	well	as	improving	the	procedures	that	are	in	place	for	production.	Several	guiding	principles	define	TQM.	Under	TQM,	your	customers	define	whether	your	products	are	high	quality.	Customer	input	is
highly	valued	because	it	allows	a	company	to	better	understand	the	needs	and	requirements	in	the	manufacturing	process.	Customer	surveys	may	reveal	insufficient	durability	of	goods.	This	input	is	then	fed	back	into	TQM	systems	to	implement	better	raw	material	sourcing,	manufacturing	processes,	and	quality	control	procedures.	Employees	must
buy	into	the	processes	and	system	if	TQM	is	going	to	be	successful.	This	includes	clearly	communicating	across	departments	and	leaders	what	goals,	expectations,	needs,	and	constraints	are	in	place.	A	company	adopting	TQM	principles	must	be	willing	to	train	employees	and	give	them	sufficient	resources	to	complete	tasks	successfully	and	on	time.
TQM	also	strives	to	reduce	attrition	and	maintain	knowledgeable	workers.	A	company	should	gradually	evolve	and	strive	for	incremental,	small	improvements	as	it	learns	more	about	its	customers,	processes,	and	competition.	This	concept	of	continuous	improvement	helps	a	company	adapt	to	changing	market	expectations.	It	allows	for	greater
adaptability	to	different	products,	markets,	customers,	or	regions.	Continuous	improvement	also	drives	and	widens	the	competitive	advantage	that	a	company	has	built	over	related	companies.	TQMs	systematic	approach	relies	heavily	on	process	flowcharts,	TQM	diagrams,	visual	action	plans,	and	documented	workflows.	Every	member	engaged	in	the
process	must	be	aware	and	educated	on	their	part	of	the	process	to	ensure	proper	steps	are	taken	at	the	right	time	of	production.	These	processes	are	then	continually	analyzed	to	better	understand	deficiencies	in	the	process.	A	companys	processes	and	procedures	should	be	a	direct	reflection	of	the	organizations	vision,	mission,	and	long-term	plan.
TQM	calls	for	a	system	approach	to	decision-making	that	requires	that	a	company	dedicate	itself	to	integrating	quality	as	its	core	component	and	making	the	appropriate	financial	investments	to	make	that	happen.	The	systematic	approach	of	TQM	only	works	if	feedback	and	input	are	given	to	evaluate	how	the	process	flow	is	moving.	Management
must	continually	rely	on	production,	turnover,	efficiency,	and	employee	metrics	to	correlate	the	anticipated	outcomes	with	the	actual	results.	TQM	relies	heavily	on	documentation	and	planning,	and	only	by	utilizing	and	analyzing	data	can	management	understand	if	those	plans	are	being	met.	One	way	to	utilize	data	is	to	integrate	systems.	TQM
strategies	believe	systems	should	talk	to	each	other,	conveying	useful	information	across	departments	and	making	smart	decisions.	When	goods	or	inventory	are	used	in	one	area,	another	department	should	have	immediate	access	to	that	enterprise	resource	planning	(ERP)	information.	TQM	strives	to	allow	everyone	to	be	on	the	same	page	at	the
same	time	by	linking	data	sources	and	sharing	information	across	systems.	Data	may	transfer	between	departments	freely,	but	there	is	a	human	element	to	coordinating	processes	and	making	sure	an	entire	production	line	is	operating	efficiently.	Effective	communication	plays	a	large	part	in	TQM	to	motivate	employees,	educate	members	along	a
process,	and	avoid	process	errors,	whether	it	is	normal	day-to-day	operations	or	large	organizational	changes.	Successful	TQM	requires	a	company-wide	buy-in	of	every	principle.	The	benefits	of	TQM	quickly	diminish	if	a	company	does	not	receive	complete	buy-in.	TQM	is	a	unique	process.	There	is	not	a	specific	formula	for	implementing	a	system	that
suits	every	business	and	each	type	of	industry.	But	you	can	create	a	checklist	of	issues	that	might	suit	your	enterprise	and	proceed	with	them	in	chronological	order.	Some	may	suit	your	business,	while	others	will	not.	Select	those	that	you	think	will	provide	an	advantage.	Identify	your	companys	existing	culture,	its	core	values,	and	its	systems.Use	this
information	to	create	a	system	that	will	serve	as	your	master	plan.Establish	what	your	customers	and	clients	want	and	what	they	expect	from	your	business.	Determine	how	to	best	meet	these	expectations	and	needs.Create	a	team	of	management	and	employees	to	guide	and	implement	your	goals,	and	include	these	efforts	in	your	daily	business
management	process.Consistently	gather	feedback	from	employees	and	customers	to	gauge	your	progress.	TQM	results	in	a	company	making	a	product	for	less	when	its	implemented	correctly.	Companies	that	engage	in	TQM	provide	more	consistent	products	that	yield	stronger	customer	loyalty	when	they	emphasize	quality	and	minimize	waste.	As
TQM	touches	every	department	across	an	organization,	a	company	may	reap	substantial	savings	from	materials	sourcing,	production,	distribution,	or	back-office	functions.	Companies	that	successfully	implement	TQM	can	usually	react	more	quickly	to	change	and	proactively	plan	ahead	to	avoid	obsolescence.	A	company	must	fully	engage	TQM
principles	to	fully	reap	the	benefits	of	TQM.	This	requires	substantial	buy-in	from	every	department	across	an	organization.	This	level	of	commitment	is	very	difficult	to	achieve,	requires	substantial	financial	investment,	and	necessitates	all	levels	of	management	to	engage	in	TQM.	The	conversion	to	TQM	may	be	lengthy,	and	workers	may	feel	resistant
to	change.	A	company	may	be	required	to	replace	processes,	employees,	equipment,	or	materials	in	favor	of	an	untested,	partially	developed	TQM	plan.	More	skilled	workers	may	decide	to	leave	the	company	if	they	feel	TQM	processes	dont	appropriately	utilize	their	skill	sets.	ProsDelivers	stronger,	higher-quality	products	to	customersResults	in
lower	company-wide	costsMinimizes	waste	throughout	the	entire	production	and	sale	processEnables	a	company	to	become	more	adaptableConsMay	require	substantial	financial	investment	to	convert	to	TQM	practicesOften	requires	conversion	to	TQM	practices	over	a	long	period	of	timeMay	be	met	with	resistance	to	changeRequires	company-wide
buy-in	to	be	successful	TQM	originated	in	the	manufacturing	sector,	but	its	principles	can	be	applied	to	a	variety	of	industries.	It	provides	a	cohesive	vision	for	systemic	change	with	a	focus	on	long-term	change	rather	than	short-term	goals.	TQM	is	used	in	many	industries	with	this	in	mind,	including	but	not	limited	to	manufacturing,	banking	and
finance,	and	medicine.	These	techniques	can	be	applied	to	all	departments	within	an	individual	organization.	This	helps	ensure	that	all	employees	are	working	toward	the	goals	set	forth	for	the	company	and	improving	function	in	each	area.	Involved	departments	can	include	administration,	marketing,	production,	and	employee	training.	TQM	oversees
all	activities	and	tasks	that	are	necessary	to	maintain	a	desired	level	of	excellence	within	a	business	and	its	operations.	This	includes	the	determination	of	a	quality	policy,	creating	and	implementing	quality	planning	and	assurance,	and	quality	control	and	quality	improvement	measures.	Various	iterations	of	TQM	have	been	developed,	each	with	its
own	set	of	principles.	Certain	core	elements	persist	nonetheless.	These	include	good	leadership,	emphasis	on	quality,	customer	priority,	error	correction	and	improvement	as	an	ongoing	process,	and	job	training.	A	TQM	diagram	is	a	visual	depiction	of	the	business	and	process	layout.	The	diagram	usually	shows	different	processes	or	steps,	allowing
management	to	see	a	process,	analyze	weaknesses	or	risks	in	the	flow,	and	strategically	adjust	how	things	are	done.	Total	quality	management	is	the	strategic	framework	that	encourages	everyone	in	an	organization	to	focus	on	quality	improvement.	The	theory	holds	that	customer	satisfaction	will	increase	by	being	operationally	excellent.	Many
principles	drive	TQM,	but	the	overall	purpose	is	to	eliminate	errors,	streamline	processes,	and	maximize	efficiency.	Product	Release	From	a	new	approach	to	secondary	data	storage	to	inclusion	of	artificial	intelligence	(AI)	that	enhances	productivity	and	efficiency,	BMC	AMI's	January	2025	release	breaks	new	ground	in	enabling	what's	possible	on	the
mainframe.	Approach	to	business	improvementThis	article	is	about	the	specific	approach	to	quality	management	from	the	1980s.	For	quality	management	in	general,	see	Quality	management.Part	of	a	series	of	articles	onMachine	industryManufacturing	methodsBatch	productionJob	productionFlow	productionLean	manufacturingAgile
manufacturingIndustrial	technologiesPLMRCMTPMVDMQRMTOCSix	SigmaTQMZDInformation	and	communicationISA-88ISA-95ERPIEC	62264B2MMLProcess	controlPLCDCSSCADAvteThis	article	may	require	cleanup	to	meet	Wikipedia's	quality	standards.	The	specific	problem	is:	The	article	needs	to	be	corrected	for	grammar	-	there	are	some
missing	words.	Please	help	improve	this	article	if	you	can.	(August	2024)	(Learn	how	and	when	to	remove	this	message)Total	quality	management	(TQM)	is	an	organization-wide	effort	to	"install	and	make	a	permanent	climate	where	employees	continuously	improve	their	ability	to	provide	on-demand	products	and	services	that	customers	will	find	of
particular	value."[1]	Total	emphasizes	that	departments	in	addition	to	production	(for	example	sales	and	marketing,	accounting	and	finance,	engineering	and	design)	are	obligated	to	improve	their	operations;	management	emphasizes	that	executives	are	obligated	to	actively	manage	quality	through	funding,	training,	staffing,	and	goal	setting.	While
there	is	no	widely	agreed-upon	approach,	TQM	efforts	typically	draw	heavily	on	the	previously	developed	tools	and	techniques	of	quality	control.	TQM	received	widespread	attention	during	the	late	1980s	and	early	1990s	before	being	overshadowed	by	ISO	9000,	Lean	manufacturing,	and	Six	Sigma.In	the	late	1970s	and	early	1980s,	the	developed
countries	of	North	America	and	Western	Europe	suffered	economically	in	the	face	of	stiff	competition	from	Japan's	ability	to	produce	high-quality	goods	at	competitive	cost.	For	the	first	time	since	the	start	of	the	Industrial	Revolution,	the	United	Kingdom	became	a	net	importer	of	finished	goods.	The	United	States	undertook	its	own	soul-searching,
expressed	most	pointedly	in	the	television	broadcast	of	If	Japan	Can...	Why	Can't	We?.	Firms	began	reexamining	the	techniques	of	quality	control	invented	over	the	past	50	years	and	how	those	techniques	had	been	so	successfully	employed	by	the	Japanese.	It	was	in	the	midst	of	this	economic	turmoil	that	TQM	took	root.The	exact	origin	of	the	term
"total	quality	management"	is	uncertain.[2]	It	is	almost	certainly	inspired	by	Armand	V.	Feigenbaum's	multi-edition	book	Total	Quality	Control	(OCLC299383303)	and	Kaoru	Ishikawa's	What	Is	Total	Quality	Control?	The	Japanese	Way	(OCLC11467749).	It	may	have	been	first	coined	in	the	United	Kingdom	by	the	Department	of	Trade	and	Industry
during	its	1983	"National	Quality	Campaign".[2]	Or	it	may	have	been	first	coined	in	the	United	States	by	the	Naval	Air	Systems	Command	to	describe	its	quality-improvement	efforts	in	1985.[2]In	the	spring	of	1984,	an	arm	of	the	United	States	Navy	asked	some	of	its	civilian	researchers	to	assess	statistical	process	control	and	the	work	of	several
prominent	quality	consultants	and	to	make	recommendations	as	to	how	to	apply	their	approaches	to	improve	the	Navy's	operational	effectiveness.[3]	The	recommendation	was	to	adopt	the	teachings	of	W.	Edwards	Deming.[3][4]	The	Navy	branded	the	effort	"Total	Quality	Management"	in	1985.[3][Note	1]From	the	Navy,	TQM	spread	throughout	the
US	Federal	Government,	resulting	in	the	following:The	creation	of	the	Malcolm	Baldrige	National	Quality	Award	in	August	1987The	creation	of	the	Federal	Quality	Institute	in	June	1988The	adoption	of	TQM	by	many	elements	of	government	and	the	armed	forces,	including	the	United	States	Department	of	Defense,[5]	United	States	Army,[6]	and
United	States	Coast	Guard[7]The	US	Environmental	Protection	Agency's	Underground	Storage	Tanks	program,	which	was	established	in	1985,	also	employed	Total	Quality	Management	to	develop	its	management	style.[8]	The	private	sector	followed	suit,	flocking	to	TQM	principles	not	only	as	a	means	to	recapture	market	share	from	the	Japanese,	but
also	to	remain	competitive	when	bidding	for	contracts	from	the	Federal	Government[9]	since	"total	quality"	requires	involving	suppliers,	not	just	employees,	in	process	improvement	efforts.There	is	no	widespread	agreement	as	to	what	TQM	is	and	what	actions	it	requires	of	organizations,[10][11][12]	however	a	review	of	the	original	United	States
Navy	effort	gives	a	rough	understanding	of	what	is	involved	in	TQM.The	key	concepts	in	the	TQM	effort	undertaken	by	the	Navy	in	the	1980s	include:[13]"Quality	is	defined	by	customers'	requirements.""Top	management	has	direct	responsibility	for	quality	improvement.""Increased	quality	comes	from	systematic	analysis	and	improvement	of	work
processes.""Quality	improvement	is	a	continuous	effort	and	conducted	throughout	the	organization."The	Navy	used	the	following	tools	and	techniques:The	PDCA	cycle	to	drive	issues	to	resolutionAd	hoc	cross-functional	teams	(similar	to	quality	circles)	responsible	for	addressing	immediate	process	issuesStanding	cross-functional	teams	responsible	for
the	improvement	of	processes	over	the	long	termActive	management	participation	through	steering	committeesUse	of	the	Seven	Basic	Tools	of	Quality	to	analyze	quality-related	issuesWhile	there	is	no	generally	accepted	definition	of	TQM,	several	notable	organizations	have	attempted	to	define	it.	These	include:"Total	Quality	Management	(TQM)	in
the	Department	of	Defense	is	a	strategy	for	continuously	improving	performance	at	every	level,	and	in	all	areas	of	responsibility.	It	combines	fundamental	management	techniques,	existing	improvement	efforts,	and	specialized	technical	tools	under	a	disciplined	structure	focused	on	continuously	improving	all	processes.	Improved	performance	is
directed	at	satisfying	such	broad	goals	as	cost,	quality,	schedule,	and	mission	need	and	suitability.	Increasing	user	satisfaction	is	the	overriding	objective.	The	TQM	effort	builds	on	the	pioneering	work	of	Dr.	W.	E.	Deming,	Dr.	J.	M.	Juran,	and	others,	and	benefits	from	both	private	and	public	sector	experience	with	continuous	process	improvement."
[14]"A	management	philosophy	and	company	practices	that	aim	to	harness	the	human	and	material	resources	of	an	organization	in	the	most	effective	way	to	achieve	the	objectives	of	the	organization."[15]"A	management	approach	of	an	organisation	centred	on	quality,	based	on	the	participation	of	all	its	members	and	aiming	at	long	term	success
through	customer	satisfaction	and	benefits	to	all	members	of	the	organisation	and	society."[16]"A	term	first	used	to	describe	a	management	approach	to	quality	improvement.	Since	then,	TQM	has	taken	on	many	meanings.	Simply	put,	it	is	a	management	approach	to	long-term	success	through	customer	satisfaction.	TQM	is	based	on	all	members	of	an
organization	participating	in	improving	processes,	products,	services	and	the	culture	in	which	they	work.	The	methods	for	implementing	this	approach	are	found	in	the	teachings	of	such	quality	leaders	as	Philip	B.	Crosby,	W.	Edwards	Deming,	Armand	V.	Feigenbaum,	Kaoru	Ishikawa	and	Joseph	M.	Juran."[17]"TQM	is	a	philosophy	for	managing	an
organization	in	a	way	which	enables	it	to	meet	stakeholder	needs	and	expectations	efficiently	and	effectively,	without	compromising	ethical	values."[18]In	the	United	States,	the	Baldrige	Award,	created	by	Public	Law	100107,	annually	recognizes	American	businesses,	education	institutions,	health	care	organizations,	and	government	or	nonprofit
organizations	that	are	role	models	for	organizational	performance	excellence.	Organizations	are	judged	on	criteria	from	seven	categories:[19]LeadershipStrategyCustomersMeasurement,	analysis,	and	knowledge	managementWorkforceOperationsResultsExample	criteria	are:[20]How	do	you	obtain	information	on	your	customers	satisfaction	relative	to
their	satisfaction	with	your	competitors?How	do	you	select,	collect,	align,	and	integrate	data	and	information	for	tracking	daily	operations?How	do	you	manage	your	workforce,	its	needs,	and	your	needs	to	ensure	continuity,	prevent	workforce	reductions,	and	minimize	the	impact	of	workforce	reductions,	if	they	do	become	necessary?Joseph	M.	Juran
believed	the	Baldrige	Award	judging	criteria	to	be	the	most	widely	accepted	description	of	what	TQM	entails.[10]:650During	the	1990s,	standards	bodies	in	Belgium,	France,	Germany,	Turkey,	and	the	United	Kingdom	attempted	to	standardize	TQM.	While	many	of	these	standards	have	since	been	explicitly	withdrawn,	they	all	are	effectively
superseded	by	ISO	9000:Total	Quality	Management:	Guide	to	Management	Principles,	London,	England:	British	Standards	Institution,	1992,	ISBN9780580211560,	OCLC655881602,	BS	7850Electronic	Components	Committee	(1994),	Guide	to	Total	Quality	Management	(TQM)	for	CECC-Approved	Organizations,	Brussels,	Belgium:	European
Committee	for	Electrotechnical	Standardization,	CECC	00	806	Issue	1System	zur	Zukunftssicherung:	Total	Quality	Management	(TQM),	Dsseldorf,	Germany:	Verein	Deutscher	Ingenieure,	1996,	OCLC632959402,	VDI	5500Total	Quality	and	Marketing/Management	Tools,	Paris,	France:	AFNOR,	1998,	FD	X50-680Total	Quality	Management:	Guide	to
Management	Principles,	Turkish	Standards	Institution	(TSE),	2006,	TS	13133Interest	in	TQM	as	an	academic	subject	peaked	around	1993.[2]The	Federal	Quality	Institute	was	shuttered	in	September	1995	as	part	of	the	Clinton	administration's	efforts	to	streamline	government.[21]	The	European	Centre	for	Total	Quality	Management	closed	in	August
2009.[22]TQM,	as	a	vaguely	defined	quality	management	approach,	was	largely	supplanted	by	the	ISO	9000	collection	of	standards	and	their	formal	certification	processes	in	the	1990s.	Business	interest	in	quality	improvement	under	the	TQM	name	also	faded	as	Jack	Welch's	success	attracted	attention	to	Six	Sigma	and	Toyota's	success	attracted
attention	to	lean	manufacturing,	though	the	three	share	many	of	the	same	tools,	techniques,	and	significant	portions	of	the	same	philosophy.TQM	lives	on	in	various	national	quality	awards	around	the	globe.[23]Capability	Maturity	Model	Integration	CMMILean	manufacturingList	of	national	quality	awardsMalcolm	Baldrige	National	Quality
AwardOutline	of	managementPeople	Capability	Maturity	ModelZero	Defects^	The	Navy	rebranded	its	effort	"Total	Quality	Leadership"	in	1990.[3]^	Ciampa,	Dan	(1992).	Total	Quality:	A	User's	Guide	for	Implementation.	Reading,	Massachusetts:	Addison-Wesley.	p.xxii.	ISBN9780201549928.	OCLC634190702.^	a	b	c	d	Martnez-Lorente,	Angel	R.;
Dewhurst,	Frank;	Dale,	Barrie	G.	(1998),	"Total	Quality	Management:	Origins	and	Evolution	of	the	Term",	The	TQM	Magazine,	vol.10,	no.5,	Bingley,	United	Kingdom:	MCB	University	Publishers	Ltd,	pp.378386,	CiteSeerX10.1.1.574.2414,	doi:10.1108/09544789810231261,	hdl:10317/441^	a	b	c	d	Houston,	Archester;	Dockstader,	Steven	L.	(1997),
Total	Quality	Leadership:	A	Primer	(PDF),	Washington,	D.C.:	United	States	Navy,	pp.1011,	OCLC38886868,	97-02,	retrieved	2013-10-19^	McDaniel,	Delora	M.;	Doherty,	Linda	M.	(February	1990),	Total	Quality	Management	Case	Study	in	a	Navy	Headquarters	Organization,	San	Diego,	California:	Navy	Personnel	Research	and	Development	Center,
p.1,	OCLC227755405,	NPRDC-TN-90-10,	archived	from	the	original	on	October	21,	2013,	retrieved	2013-10-20,	Effective	implementation	of	Total	Quality	Management	(TQM)	to	improve	quality	and	productivity	is	based	upon	the	philosophy	and	management	principles	of	W.	Edwards	Deming.^	United	States	Department	of	Defense	(1989),	Total
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They	expect	organizations	to	leverage	that	power	to	provide	them	with	the	utmost	in	quality	service	and	products.	Your	company	must	rise	to	the	challenge	of	meeting	these	heightened	expectationsor	risk	falling	behind	your	competition.	For	IT	organizations,	the	need	to	constantly	evolve	and	improve	upon	their	offerings	is	even	more	necessary.	This
reality	gave	rise	to	the	utilization	of	business	management	methods	such	as	Agile,	Lean,	and	DevOps.	Leveraging	modern	business	best	practices	and	methodologies	allows	IT	organizations	to	maintain	a	rapid	speed	of	development	that	keeps	up	with	customer	demand.	However,	speed	can	only	get	an	organization	so	far	without	the	added	component
of	quality.	This	is	where	Total	Quality	Management	can	help	to	fill	in	the	gaps	and	aid	organizations	in	maintaining	a	grip	on	quality	while	pushing	their	speed	throttle	to	the	max.	Lets	take	a	look.	What	is	Total	Quality	Management?	Total	Quality	Management	(TQM)	is	a	management	approach	that	seeks	to	provide	long-term	success	by	providing
unparalleled	customer	satisfaction	through	the	constant	delivery	of	quality	IT	services.	To	properly	execute	on	TQM	methods,	the	entire	organization	needs	to	operate	as	a	single	unit	in	the	pursuit	of	excellence.	Achieving	this	is	accomplished	with	a	laser-focus	on	the	principles	of	TQM:	Customer	first.	TQMs	first	and	foremost	pillar	of	success	is	an
unwavering	focus	on	the	customers	experience	in	all	interactions	with	the	organization.	From	first	contact	through	purchase	and	continued	support,	the	customer	should	always	be	the	main	priority.	Employee	ownership.	TQM	requires	the	involvement	of	every	team	member	to	ensure	that	complete	quality	control	is	offered	at	every	level.	TQM	doesnt
focus	on	a	single	department	because	the	goal	is	to	provide	customers	with	a	great	experience	from	every	level	of	the	organization.	Process-based.	TQM	focuses	on	the	creation	and	implementation	of	processes	that	provide	organizations	with	the	ability	to	find	success	and	repeat	it.	Quantifying	success	and	defining	the	steps	taken	to	get	there	are
essential	for	successful	implementation	of	TQM.	System	integration.	TQM	strategies	revolve	around	leveraging	every	asset	available	to	the	company.	This	is	best	achieved	through	system	integrations	that	combine	disparate	parts	of	the	organization	into	a	single,	well-oiled	machine	working	in	complete	synergy.	Communication.	TQM	requires	every
team	member	to	be	at	their	best	and	to	function	as	a	value-adding	member	of	that	team.	This	means	communication	and	transparency	is	a	core	tenet	of	successful	TQM	practices.	Data-driven.	TQM	doesnt	employ	guesswork.	Instead,	data	is	leveraged	for	the	improvement	of	the	organization	and	decisions	are	made	based	on	quantifiable	facts.



Constant	improvement.	TQM	isnt	a	one	and	done	process.	Perfection	is	impossible,	so	it	must	always	be	pursued	to	get	the	organization	as	close	as	possible	to	it.	These	pillars	of	TQM	act	as	a	framework	for	every	decision	made	within	the	methodology.	Whenever	your	organization	feels	lost,	the	TQM	ideals	are	your	guiding	stars	for	righting	course.
Implementing	TQM	making	company-wide	changes	for	how	work	is	done.	Supercharge	your	IT	Service	Management	with	BMC	Helix	ITSM.	How	to	implement	TQM	The	first	step	for	implementing	any	new	system	is	an	honest	assessment	of	the	organization	as	it	is	today.	Implementation	of	TQM	is	something	that	has	to	be	applied	to	the	current
structure	of	the	organization;	there	is	no	step-by-step	guide	that	will	tell	you	how	to	do	it	for	your	business.	Each	business	is	unique	and	requires	its	own	approach,	but	the	core	tenets	of	TQM	can	guide	each	decision.	Then,	you	can	proceed	with	these	areas	of	opportunity.	Emphasize	customer	satisfaction	Creating	an	emphasis	on	customer
satisfaction	will	change	the	way	departments	think	about	their	duties.	If	something	they	are	doing	isnt	aiding	in	the	improvement	of	the	quality	of	the	product	or	increasing	the	customers	experience,	they	arent	headed	in	the	right	direction.	Each	employee	should	take	ownership	of	their	role	and	be	ready	to	consider	ways	in	which	they	can	improve
their	own	department	and	outputs.	Communicate	with	everyone	Communication	throughout	the	organization	is	essential	for	educating	everyone	about	the	changes	that	are	coming	while	also	providing	an	avenue	for	receiving	feedback.	As	they	say,	communication	is	a	two-way	street.	Employees	will	have	a	much	easier	time	establishing	a	feeling	of
ownership	over	the	process	when	they	know	their	voice	is	heard	and	they	had	a	hand	in	guiding	the	changes.	Manage	errors	One	of	the	most	important	aspects	of	delivering	quality	is	managing	errors.	No	matter	how	focused	everyone	is	on	driving	quality,	IT	organizations	will	always	run	into	one	issue	or	another.	Creating	processes	that	mitigate
issues	is	essential	for	TQM	success.	Errors	should	be	addressed	and	dealt	with	as	quickly	as	possible	of	course,	but	they	should	also	be	recorded	and	tracked.	Recurrent	issues	could	be	indicative	of	a	deeper	issue,	requiring	large-scale	changes	to	current	procedures.	An	error	is	an	opportunity	to	assess	a	problem,	but	its	also	a	chance	to	discover	what
is	working.	Total	quality	management	practitioners	should	take	advantage	of	errors	as	a	chance	to	learn	from	their	mistakes	and	find	ways	to	avoid	them	in	the	future.	TQM	is	everyones	responsibility	TQM	requires	that	all	parties	take	ownership	of	the	part	they	play	and	this	applies	equally	to	admitting	fault	and	giving	out	praise.	A	focus	on	improving
the	quality	of	products	and	services	requires	accountability.	Learning	to	snatch	victory	from	the	jaws	of	defeat	is	the	pursuit	of	quality	management	when	it	comes	to	dealing	with	incidents	and	outages.	Tracking	metrics	and	comparing	the	results	of	operations	before	and	after	changes	is	the	best	way	to	learn	what	works	and	what	doesnt.	Its	also
imperative	that	systems	are	structured	and	followed	to	ensure	that	success	can	be	replicated	and	then	improved.	The	process	of	improvement	should	never	stagnate,	ensuring	that	the	pursuit	of	perfection	never	ends.	Related	reading	These	postings	are	my	own	and	do	not	necessarily	represent	BMC's	position,	strategies,	or	opinion.	See	an	error	or
have	a	suggestion?	Please	let	us	know	by	emailing	[emailprotected].	
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