Study Question 2: What is a customer-driven organization?
· External customers purchase the organization’s goods or utilize its services.
· Internal customers are the persons and groups within an organization who depend on the results of others' work to do their own jobs.
Figure 4.3
· Customers want:
· High quality.
· Low price.
· On-time delivery.
· Excellent service.
· Key customer service lessons:
· Protect reputation having quality products.
· Treat customers right.
· Customer relationship management - establishes and maintains high standards of customer service in order to strategically build lasting relationships with and add value to customers. Known as ‘CRM’
· Supply chain management - is the strategic management of all operations relating to an organization’s resource suppliers.
Study Question 3: What is a quality-driven organization?
· Quality organizations understand and respond to customer expectations of quality products and services
· ISO Certification is one way to compete as ‘world-class companies”

· Refine and upgrade quality and then have audit of operations

· Total quality management (TQM)

· Quality principles are an integral part of organization’s strategic objectives.

· Applying them to all aspects of operations.

· Committing to continuous improvement.

· Striving to meet customers’ needs by doing things right the first time.
· Philip Crosby  (a consultant) famous for his “four absolutes” of management for total quality control:

· Quality means conformance to standards.

· Quality comes from defect prevention, not defect correction.

· Quality as a performance standard must mean defect-free work.

· Quality saves money.

· Quality and continuous improvement

· W. Edwards Deming emphasized:

· Constant innovation.

· Use of Statistical methods.

· Training in the fundamentals of quality assurance.

·  Continuous improvement 

· Always seeking ways to improve on current performance.

· Quality circles

· A small group of workers who meet regularly to discuss ways of improving quality.
· Worker empowerment accomplished at the same time.

· Quality, technology, and design:

· Lean production

· Uses new technologies to streamline systems. Fewer workers and smaller inventories.
· Flexible manufacturing

· Processes can be changed quickly to produce different products or modifications of existing ones.

· Agile manufacturing/mass customization

· Permits quick production of individualized products. 
· Quality and product design:

· A good design has eye appeal and is easy to manufacture with productivity.

· Design for manufacturing emphasizes lower production costs and high-quality results.
· Design for disassembly involves taking into account how components will be recycled.  Shows respect for the natural environment.
Figure 4.3 The importance of external and internal customers.
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