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Moving from Good to Moving from Good to 
ExcellentExcellent
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AgendaAgenda

♦♦ Definition of Quality Definition of Quality 
♦♦ Gurus and History of Quality Gurus and History of Quality 
♦♦ Baldrige versus ISOBaldrige versus ISO
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What is Quality?What is Quality?

♦♦How do you define Quality?How do you define Quality?
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Definition of QualityDefinition of Quality

Good, luxury, expensive, nice to have, Good, luxury, expensive, nice to have, 
the bestthe best

VersusVersus

Continuous improvement, focus on the Continuous improvement, focus on the 
customer, valuing employees …. customer, valuing employees …. 
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How we define QualityHow we define Quality

♦♦ Meeting or exceeding our Meeting or exceeding our 
customers’ expectations customers’ expectations 

♦♦ Delivering high performing, safe, Delivering high performing, safe, 
and most reliable products and and most reliable products and 
solutions in our industrysolutions in our industry
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Management ModelsManagement Models
Old ModelOld Model

–– Internal focusInternal focus
–– Manage by fearManage by fear
–– Win Win –– loselose
–– Short termShort term
–– Functionally orientedFunctionally oriented
–– MicroMicro-- managemanage
–– Inspecting basedInspecting based
–– Employees hired handsEmployees hired hands

New ModelNew Model
–– Customer obsessedCustomer obsessed
–– Managers leadManagers lead
–– Manage by coachingManage by coaching
–– Win Win –– winwin
–– Long term approachLong term approach
–– Team orientedTeam oriented
–– Empowerment Empowerment 

principlesprinciples
–– Prevention focusPrevention focus
–– Continuous Continuous 

improvementimprovement
–– Employee involvementEmployee involvement
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History of QualityHistory of Quality

♦♦ ’’50’s Inspection and QC50’s Inspection and QC
♦♦ ‘60’s Statistical Quality Control‘60’s Statistical Quality Control
♦♦ ’70’s Quality Assurance ’70’s Quality Assurance –– QAQA
♦♦ ’80’s Total Quality Management’80’s Total Quality Management
♦♦ ’90’s Strategic Leadership’90’s Strategic Leadership
♦♦ ’00’s Values Process’00’s Values Process
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Gurus of QualityGurus of Quality

♦♦Frederick Taylor Frederick Taylor -- mechanicalmechanical
♦♦Walter Shewhart Walter Shewhart -- statisticalstatistical
♦♦Juran & Deming Juran & Deming -- business modelbusiness model
♦♦Crosby Crosby -- peoplepeople
♦♦Senge & WheatleySenge & Wheatley–– systemssystems
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Malcolm Baldrige National Malcolm Baldrige National 
Quality AwardQuality Award

♦♦ Created in 1987 to help the US Created in 1987 to help the US 
compete internationallycompete internationally

♦♦ Named for Malcolm Baldrige Secretary Named for Malcolm Baldrige Secretary 
of Commerceof Commerce

♦♦ Based on quality principlesBased on quality principles

♦♦ Washington State Quality Award Washington State Quality Award 
founded in 1994 founded in 1994 –– state level Baldrige.state level Baldrige.
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Baldrige Systems ModelBaldrige Systems Model

4
Measurement, Analysis, and Knowledge Management
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Baldrige Purpose & GoalsBaldrige Purpose & Goals

♦♦Create management modelCreate management model
♦♦Stimulate global competitivenessStimulate global competitiveness
♦♦Encourage sharingEncourage sharing
♦♦Establish criteria for excellenceEstablish criteria for excellence
♦♦Recognition for performanceRecognition for performance
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Why Baldrige?Why Baldrige?
♦♦ Excellent standard for managing overall Excellent standard for managing overall 

effectivenesseffectiveness
♦♦ Excellent vehicle for company Excellent vehicle for company 

benchmarkingbenchmarking
♦♦ Communicates our philosophy to all Communicates our philosophy to all 

stakeholdersstakeholders
♦♦ Enhances our position in the market Enhances our position in the market 

placeplace
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BaldrigeBaldrige ISOISO
♦♦ Management SystemManagement System
♦♦ Continuous Continuous 

improvementimprovement
♦♦ Customer focusCustomer focus
♦♦ Focused on resultsFocused on results

Business Advantage:Business Advantage:
♦♦ Greater successGreater success
♦♦ Total company qualityTotal company quality

♦♦ Documented processesDocumented processes
♦♦ Improvement to Improvement to 

recognized standardrecognized standard
♦♦ External auditsExternal audits
♦♦ Reduces liabilityReduces liability

♦♦ Business Advantage:Business Advantage:
♦♦ Improved processesImproved processes
♦♦ Required for EURequired for EU
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Why is Quality Important?Why is Quality Important?

♦♦Customers expect itCustomers expect it
♦♦We need to get better to competeWe need to get better to compete
♦♦Need to be able to measure our Need to be able to measure our 

progressprogress
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Focus on the CustomerFocus on the Customer

♦♦Definition: Definition: 
Understanding who your customer is and Understanding who your customer is and 

what they want with a focus on what they want with a focus on 
delighting customers, building loyalty, delighting customers, building loyalty, 
meeting their expectations and their key meeting their expectations and their key 
requirementsrequirements
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TeamworkTeamwork

♦♦DefinitionDefinition
–– Working together to reach goals and Working together to reach goals and 

solve problemssolve problems
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Continuous ImprovementContinuous Improvement

♦♦DefinitionDefinition
Continuously seek to find ways to do the Continuously seek to find ways to do the 

job better, easier, faster, and improve job better, easier, faster, and improve 
our products and servicesour products and services
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Measuring SuccessMeasuring Success

♦♦DefinitionDefinition
–– Using data to make decision, determine Using data to make decision, determine 

priorities and track our progresspriorities and track our progress

♦♦Our goal is toOur goal is to
–– Select meaningful measuresSelect meaningful measures
–– Display data to show progressDisplay data to show progress
–– Monitor organizational success Monitor organizational success 

measures measures 


