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Detinitions:

What is Quality?
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Customer-based Definitions

< Edwards (1968 Quality consists of the capacity to satisfy
wants...

o Gilmore 1974 Quality is the degree to which a specific
product satisfies the wants of a specific consumer.
Kuehn & Day [1962]1In the final analysis of the
marketplace. the quality of a product depends on how well
it fits patterns of consumer preferences.

e Juran 1988 Quality is fitness for use.

e Qakland 1989 The core of a total quality approach is to
identify and meet the requirements of both internal and
external customers.
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Manufacturing & Service-based definitions

<Crosby [1979] Quality [means]
conformance to requirements

<Price [1985] Do it right first
time
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Value-based definitions

Broh /1982 Quality i1s the degree of excellence af an
acceptable price and the control of variablity af an
acceptable cost,

Feigenbaum ;/1983) Quality is the degree fto which a specific
product confornis fo a design or specitication

Newell & Dale 11991 Quality must be achieved in five basic
areas: people. equipment, methods. materials and the
environment fo ensure customer's need are niet.

Kanji /1990 Quality is fo satisty customers’ requirements
continually¢ TQM is fo achieve quality at low cost by
involving everyone’s daily commitment
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Understanding
Customer Needs:

Hair Nets
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