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Abstract — “This paper is aiming to study a debatable issue perspectives regarding “zero defects” using the@gghes
in quality management which is “zero defects”. The min  of some quality gurus. In fact, the differences amt
intention is to know how it was exactly approachedby  technical but rather philosophical in nature anel paper
quality gurus and different researchers, and how dter 5 going to focus on the paradigms and the subseque
methodologies like Six Sigma have the same defeciemted intent that are imbedded in these approaches. My

views. The findings of this paper will provide argunents that o . .
will prove that “zero defects” should never be a mtvational contribution will be to assess these differences how

tool and that all the defect oriented methodologietack some ~ Six Sigma with all the tangible benefits that béteeff big
points to reach a better “quality”. companies like Motorola could be even improved i ito

take in consideration some issues that Deming had
Keywords — Zero Defect, Lean Manufacturing, Lean Six proposed in his philosophy; and how the assumptibat

Sigma, Motivational Tool, Quality Management. the “zero defects” have could be challenged to rioutie
better to the improvement of quality overall. Tipiaper
I. INTRODUCTION will contain a literature review that will explain

thoroughly the different technical quality termstttwill

Quality model is a strategy that tackles the quadisue be in use, and it going to provide a fair explaoatf the
that the companies have. It rests on the idea thdifferent quality trends, the different perceptidhat the
businesses can success only if it manages toysdlisir  different quality gurus had concerning differerstiss, and
customer$ real needs and to improve continuously irhow “zero defects” has been introduced to the worlte
order to reach that. Quality model and its priresplill be  literature review will, hopefully, provide a solgtound to
tackled with more details in the literature reviefvthis familiarize the reader with the topic before geitiio the
paper, but what important to know is that prettychnall  discussion part of the paper that will answer tbsearch
the methods known today as total quality managemerfuestions that will be mentioned at the end ofliteeature
lean, and six sigma are rooted from the quality @hofind review.
they all share the idea of reaching a better “dylali
whereas a higher performance is to be reachedeatrt Il. LITERATURE REVIEW
of the day. The title of the paper refers to thacfices
used in lean manufacturing companies and how dg the Quality management has always been a proportional
deal with quality management issues. Accordingtte t field of distinguished opinions and views espegidtbm
“guality resources for achieving six sigma restlits the gurus of the middle of the 20th century. To som
website, a survey showed that almost 70% fxtent, quality management is perceived as a recent
manufacturing ~ companies  nowadays use leagtience compared with other branches of business.
manufacturing practices. Also, the survey showeat thHowever, most researchers consider it one of tdesol
around 60% of companies employ Six Sigma as th& majractices in businesses whereas it started wittsithgle
tool to achieve quality. Six Sigma methods will berader in ancient times who tried to make good igual
explained further in the literature review sectiBuit in @ products in order to make his living. One of thesino
nutshell, Six Sigma is a mathematical term thatsuees a controversial issues in quality management is the
process deviation from perfection; hence the mainmprovement processes and the defects eliminatioms.
objective is to increase the quality of the finabguct by view of that, the quality gurus such as Philip ®os
finding and eliminating the causes of defects. &Zerjoseph M.Juran, William Edwards Deming, and others
defects” is a philosophy of lean. It simply meahsitt introduced several theories that addressed theseess
every single process should be designed in a watycdn sych as “Zero-defects goal” and “Six sigma” This
prevent the existence of defects and it perceites ljterature review will be a window for me to preserbrief
existence as “bad quality.” The philosophy promdtes history of how quality management developed over th
quest for perfection and that the achievement szeyears and how the idea of “zero defects” came to
defects within every single individual process willexistence. Also, the goal is to familiarize thedermwith
promote an increase in quality overall. The issfiehe  the movement of quality management in the lasturgrio
concept itself is open to debate. Some argue @t toyt him or her in the picture before starting tecdiss the
pursuit of such goal is not a good idea such asib®m research questions. In the beginning, | will sthst
(will be discuss further). And some like Crosbywdhat defining the quality model that is believed accogdio
zero defects is a must and that it is the mindbat t “Raphael L. Vitalo” to be the root from where thajority
businesses should adopt to reach quality. This rp&pe of current trends like Six Sigma and Total Quality
aiming at studying the differences between the twganagement came from. Then, | will introduce thekwo
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of Crosby who introduced to the world the philospmt
the “zero effects” (actually there is a debate lia matter
since some people claim that Motorola came withidiea
first). After explaining thoughtfully the concept, will

present Six Sigma as a tool for quality improvemeand
show at the same time the similarities it has witbro
defects” orientation. Later there will be a prestéioh of
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initially introduced as a quality performance meaasent.

It has evolved later into a statistically orientggproach to
enable process improvement. It is a popular approac
particularly among the innovation and technologiver
companies like General Electric, Kodak, and Allied
Signal. The prime objective is to reduce the output
variability to a minimum through process improveinen

Juraris work and how he perceived Six Sigma. Last bulBy doing so, it is possible to limit the defect éév to

not least, A description of Demirigphilosophy, how he
perceived “zero defects”, and also brief overviefnthe
work of Taguchi.

A. CROSBY'’'S ZORO DEFECTS GOAL
PHILOSOPHY

below 3.4 defects per million. Joseph Juran, onéhef
legends of quality management in the 20th centuag w
asked in 2000 by quality digest magazine about his
opinion concerning Six Sigma and he said “From what
seen of it, it's a basic version of quality improent.

Crosby is one of the most famous gurus of qua|it9—here |S nothing new there. It includes what wedute
management. He started developing the idea of “Zer6all facilitators. They've adopted more flamboy&srms,
defects” in the “Martin Company Orlando, Floridapt’. like belts with different colors. It originally sted with
He was back then the quality manager of the Pegshiob Galvin, the former CEO of Motorola and a very
missile program. His ideas and practices are stiirdent pursuer of excellence in quality. Now, tduee it

considerately influencing and important to thisyeay.
He died of respiratory failure in the 18th of Augua001.
According to Crosby in his book “quality is freejuality

from a few percent defective to three per milliohat's
four orders of magnitude” (Quality Digest magazihaan
a lifetime of quality, 2002). In other words, Jurén

defects have significant costs whereas the mosioobv Pointing out the big similarity between Six Sigmadahe

ones are money, recourses, and time.
developing programs that eliminate these defects e
very expensive and time consuming. Accordingly, Sbso
raised some questions such as “are you willingetaave
the defects no matter what the cost might be?”, @&rd
“are you willing to live with these costs in orderachieve
quality?” Those questions address the meaningeofitle
of the book “quality is free”. Accordingly, the onl
solution is to not have any defects to begin withother
words, having zero defects will save the managerttent

Moreovefero-Defect goal whereas both of the methodologies

perceive high quality as the absence of defectd, anth
are defect oriented.
C. JURAN'S PERCEPTION OF QUALITY

Juran is one of the famous gurus of quality. Juran
became well known for the first time in the U.S lijya
field by being the editor of the “Quality Control
Handbook”, and more after publishing his researtlere
he introduced the quality trilogy. Jufan approach is
evolutionary and he insisted on several occasibasthe

money associated with quality measurement and henlé@guage of the business world is money and thalitgu

gives an achievable quality for free. One interggfpoint
to mention is that Crosby insisted that this plofdsy is

efforts have to be communicated to managementair th
language. Juran has different views if they areb&

not a procedure but a way of thinking which makea i compared with other gurus, especially Crosby. Thagt
very effective idea since it could be adapted tergv difference perspectives towards several issues eslser
situation, industry, or business. Zero-defects geahot cost of quality, and defect control and the degriegenior
simply about perfection, it is about adopting a newnanagersinvolvement were the main ones. For the other

perspective and a new style of thinking of elimingt
errors by respecting the following three guidelines
- Recognize the high cost of quality issues.

point of difference, Crosby sees that all defeotmie from
two factors which are the lack of the knowledgeursszf,
or a lack of attention. For Juran, it is not quite same

- Continuously think of the places where flaws may besince he believes that the majority of quality peatis can

introduced.

- Work proactively to address the flaws in your sgse
and processes, which allow defects to occur.

B. INTRODUCTION TO SIX SIGMA

be traced directly to the poor management of senior
managers and that is, often times, the real reagoareas
the poor performance of workmanship is less dangero
and affecting. Also, he believes that the operatngrs

The concept of “zero defects” introduced by Philig/an be reduced by keeping people attentive, mistake

Crosby was, in essence, that all errors can bedasdaind

proofing establishing accountability, and otherlsothat

that there is no excuse for any defects. The cdnicep Can ensure better quality performance. (Qualityeiry
been known for more than 40 years and several @apanfree quality resources).

companies implemented this philosophy during thi®. DEMING PERCEPTION ON QUALITY AND
period. However, the concept was not popular in thdERO DEFECTS METHODOLOGY

United States for some time and it was until thd-a880s W. Edwards Deming is best known for helping the
that the concept started to take place. Motorota Wwas Japanese manufacturing sector after the ruins ef th
the main company relying on the concept and made $econd World War. The highest award in Japan igaal
popular in the USA. Furthermore, they were meagurinThe deming prize” in his honor vu the accomplisimtse
quality by the number of the defects per millionthat he made there. Deming is also known as one the
opportunities creating as such six levels of aatmieent, classical gurus of quality management, especially h
with “Six Sigma” being the top level. Six Sigma wasfourteen points and the theory of Profound Knowtedg
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As far as the concept of the “Zero-defécis concerned, [ll. RESEARCH QUESTIONS
Deming had some remarks that fall in the disadgntz
this methOdC)lOgy. ACCOfding to the |ater, the idefa Is “zero defects” a good motivational tool?

limiting the defects for the customer is a goodaide . |s the objective of “zero defects” and the defsrented
Organizations should always aim at developing and methodologies the answer to reach quality?
improving its products on a continuous basis. Hs @lao .« |s “Six Sigma” a technical application of Demisg’

adamant about the necessity of applying mistakefg®  philosophy or does it lack some profound knowledge
(whereas the main idea is to create systems areguoes points?

that make making mistakes in production really ranel
difficult to happen) to eliminate all internal mages at the IV. METHODOLOGY
level of the design of the products under productio
However, he claimed that the “zero-defect” is nagjcad
strategy even if it engulfs good ideas. Accordimdpim he
said “No defects, no jobs. Absence of defects dums
necessarily build business.... Something more isiredu
(W. Edwards Deming, New Economics, page 10). Atso,
said “Eliminate slogans, exhortations, and tardetsthe
work force asking for zero defects and new levels
productivity” (Deming, 14 points of management).din
last but not least, Scott M. Paton (from the W. Brig
Deming Institute website) said on his behalf “Thygbuhe
day Deming took swipes at a lot of todlaypopular
buzzwords. His ideas were always focusing on syste

and how they should reach continuous improvement Whe nature of this question calls for some emgirica

order to reach the ultimate quality management. evidence so that there could be conclusions draem ft
E. A BRIEF OVERVIEW OF THE TAGUCHI'S to show whether actually the goal is of a motivadio
MODE'—_ o . ~ nature or not. But before collecting data from ajiyen
Genichi Taguchi is a double winner of the Demingompany, a throughout understanding of “zero dsfeist
price. He is a Japanese engineer who made importainust. That why | had to analyze the fourteen tsdimat
contributions to the field of quality managemente H Crosby implemented and understand what he meant
defined quality as “Any engineered system reactes lexactly by “zero defects” in his “quality for fregook”.
sideal functiori” when all of its applied energy (input) is Unfortunately | was hoping to have a Skype intemie
transformed efﬁCiently into Creating desired Olltqu|th the qua“ty manager in order to cover moreaiéessof
energy”(Taguchi on Robust Technology Developmentiow “company Tangier” deals with quality management
Bringing Quality Engineering Upstream; Asme Pressyyt it could not be done due to shortage of time his
New York, 1993). Last but not least, Taguchi présén pysy schedule. On the other hand, | was able teatol
the notion of “Quality loss” in which he illustratethe data from 23 surveys that were collected out 0&86 on
amount of waste that companies lose whenever theg d the lights of the information given by employee$dd
away from target results. According to the lattsere some answers that will be discussed further in the
should not be only “low specification” and “high «analysis” part of this paper. Of course 23 surveganot
SpeCiﬁcation” extremes in which the prOdUCtS thiat give evidence that could be genera"zed on other
between are “acceptable”. Because in this case sfmecompanies or even for the cabling sector for thatten,
them are either giving too much service or toolelitt byt for the scope of this paper it could be an ddeue
SerVice, and in both case there is a creation s ko that can check more or less what | have been rga:o:hm
society and there is a waste in the system. Totifydhe  different papers about the issue. The second msear
loss the formula is: L(y) = k(y-m) 2 Given that l(¥ question is of a philosophical nature in which Il iy,
Loss k = constant = cost to correct tolerance2rgported humbly, to understand whether the goal of “zercedssf’
value m = mean value (average) (Taguchi On Robugfa proper goal for companies to pursue or notifghe
Technology p. 22). But more is to be discussed i@l issue will be tackled from a theory based perspecto
Taguchi's model in the discussion section. This literaturgqg empirical data is to be collected or needed, lawill
review gave an overall view of some of qualitytry to use paradigms and subsequent intent of some
management Gurus and how each one of them h@gcabulary to criticize mainly the goal of “zerofelets”
contributed to the field and how they contradicteith and also “Six Sigma” that to an extent is an evolubr

one another. The focus of this paper is to studyeso an advanced copy of what Crosby presented in hi bo
specific areas of quality management and to ansaete  “quality is free”. | will rely mainly on three main
questions that are still debatable to this very. da?ase recourses. The first paper that | will refer to“@shy |

find in the following section the research questitihat | dislike the name Six Sigma” by Rafael Aguayo. listh
would like to answer using some of the terminolegiepaper he criticizes some issues that Six Sigmaeas b
introduced by the Gurus presented previously amdeso presenting and he mentions some of the pointsetkiated

additional papers that will be presented later. in Deming philosophy but lacks in “Six Sigma”. The
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To answer the three research questions mentionig at
end of the literature review, | will use differetyipe of
analysis and tools since the questions differ itunea |
will include a first part called “Findings” and going to
give direct results to the findings found in papéhgories
analysis, and the survey collected. The findingsthis
%ection will be in terms of points to facilitateetltask for
the reader. After presenting the findings usingtegl tools
that will be presented shortly in this section, Tirst
research question aims at analyzing the effectse
using “zero defects” as a motivational tool. Some
rEompanies use slogans and banners that call fogtz.
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second paper is “Deming management Philosophylemdt  methodology focuses on decreasing the level of
So-called Six Sigma quality” by David Wayne in winice defects to reach quality whereas Deming calls for
compares and contrasts Dr. Deming’s philosophy thigt implementing quality in the first place into prodsic

of the Six Sigma methodology by describing the  which in return, will decrease the level of defects
differences, commonalities, and the effectivendssazh The findings mentioned above will be discussed
methodology. Last but not least, the third refeeewill be  thoroughly in the “discussion” part with more details

an article from “Quiality digest” and the name o #rticle  and more explanations.

is “Six Sigma lessons from Deming”. | chose thdsed¢ Is “zero defects” a good motivational tool?

references because of their relevancy to whatekearch The findings are:

qguestion is aiming for and because of the nature ef “Zero defects” is a bad motivational tool according

criticizing that they engulf. Deming.
- “Zero defects”, as a motivational tool, creates
V. FINDINGS unproductiveness and de-motivates employees.
- “Zero defects” terminology infers perfection which
s “zero defects” a good motivational tool? Thedfitgs increase tension among employees as failure tdireac
of the different tools used to analyze this redeapestion such goal is of a high probability.
will be presented in terms of bullet points and tasults -  “Zero defects” as a motivational tool dives awaynir
of the survey are presented as well, so findings ar the ideology presented by Crosby and illustratbad
“Zero defects” is a bad motivational tool accorditag understanding from the management.
Deming. Is the objective of “zero defects” and the defaitmted
“Zero defects”, as a motivational tool, creategnethodologies the answer to reach quality?
unproductiveness and de-motivates employees. This research question is of a philosophical nature

“Zero defects” terminology infers perfection whichSO no empirical data was to be collected. The findgs
increase tension among employees as failure threach  Of the papers and resources used are as the followt

goal is of a high probability. - “Zero defects” is a defect oriented methodology and
“Zero defects” as a motivational tool dives awagnir Six Sigma is nothing but a developed version.
the ideology presented by Crosby and illustratelsad - “Zero defects” and “Six Sigma” call for continuous
understanding from the management. improvement, yet in practice the horizons of those
Is the objective of “zero defects” and the defate¢mted defect oriented goals are limited.
methodologies the answer to reach quality? Thieareh - Defect oriented methodologies lack some points
question is of a philosophical nature, so no erogiriata presented in Demirig philosophy.
was to be collected. The findings of the papers and Using the “part” philosophy, and the paradigms of
resources used are as the following: acceptability and desirability, “zero defects” gosl
“Zero defects” is a defect oriented methodology Sid limited and cannot reach custonierdelight on a
Sigma is nothing but a developed version. continuous basis. _
“Zero defects” and “Six Sigma” call for continuous - Taguchi's  model shows that defect oriented
improvement, yet in practice the horizons of those methodologies do not consider quality loss.
defect oriented goals are limited. Is “Six Sigma” a technical application of Deming’s
- Defect oriented methodologies lack some pointBhilosophy or does it lack some profound knowledge
presented in Deming’s philosophy. points?

- Using the “part” philosophy, and the paradigms of This research question is comparing Deming’s
acceptability and desirability, “zero defects” goal Perceptions and the technical aspects of Six Sigmahe
limited and cannot reach custonierdelight on a findings are as follows:

continuous basis. - There are several similarities between the two
- Taguchi's model shows that defect oriented methods even if Deming is more into theory and that
methodologies do not consider quality loss. Six Sigma is more technical. .

Is “Six Sigma” a technical application of Deming's - The similarities are in issues like constancy of
philosophy or does it lack some profound knowledge purpose and the importance of defects in cost gavin
points? This research question is comparing Deming’
perceptions and the technical aspects of Six Sigméhe VI. DIsCcUSSION

findings are as follows:

- There are several similarities between the two Is “zero defects” a good motivational tool? Before
methods even if Deming is more into theory and thatiscussing further whether “zero defects” is a good
Six Sigma is more technical. motivational tool or not, one to mention that Crpat his

- The similarities are in issues like constancy ofdeology mentioned in more than an occasion thatdz
purpose and the importance of defects in cost gavin defects” is not a motivational tool. However, prees

- There are several differences in core values likelways dive away from what the theory originally
managing employees and the perception of quality. suggests. This is why you can find to this day some

- Even if both agree that defects should be minimizedompanies that use slogans and banners callintgéoo
the perception is completely different. “Six Sigma”defects” and calling forth its employees to try aldag
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such goal. Zero defects in theory calls for “doight the even if the methodology of Six Sigma regarding desfe
first time” kind of interpretation. A quote thatféund in  differs from the one of Deming (in terms that Sigr8a
“lean software development an agile toolkit book'view reducing defects as increasing quality), the views
criticizes the goal of zero defects “one of thadasways are not that different regarding the importancelefiects.

to kill motivation is what is called in the US armyzero The logic of Six Sigma implies that defects redgosts
defects mentality. A zero defects mentality is amnd improve profits at the end of the day, whichads that
atmosphere that tolerates absolutely no mistakedifferent from the “chain reaction” of Deming in igh he
perfection is required down to the smallest detadlie calls for understanding the connection between atefe
army considers a zero defects mentality to be mws®r waste, and profits and how sales can drive theitprof
leadership problem, because it kills the initiathexessary However, as discussed before, Deming does not a@ensi
for success on a Dbattlefield.” (Mary& Tom decreasing defects as increasing quality, but asing
popperdieck).The quote is describing the effectzgfo quality can reduce defects instead. Yet, both gmcisl
defects” in military, but that could be appliedati fields attention to defects and its danger of affectingitess
since soldiers are human beings after ‘@Bro defects”  profitability.

kills motivation and create a great tension withinan B. DIFFERENCES

organization and among employees. It has several One of the most recognized differences between
negative effects such as pushing employees to prefe Deming's teachings and Six Sigma is the belt system that
diving away from taking important decision and taking  Six Sigma has. Black belts (as described in treditire
instead decisions that could be less risky and thabuld  review) are given responsibilities to assign imements

be wrong sometimes.That means that employing thein given projects. That contradicts what Deminggasted
concept in the business makes employees less emgbweas the quality is everyof® responsibility. In Demirig

and discourages them from taking actions. Alsmakes teachings, the management has to appreciate the
them avoid responsibility and avoid being engagedny participation of every employee in the companyateea
complex or uncertain situations. Of course, theasibn sense of teamwork, and listen to employees whidh wi
depends on the kind of industry the business isatipg generate joy in work that can drive the motivatasnwell

in. Some industries like test a new software, hatde as the performance to higher levels. He criticites fact
define exactly in details, and even harder to mtedithat workers had become some kind of commodity that
possible mistakes. Last but not least, zero defe@tsns can be bought or disposed of. In other words, lassies
like it implies immediate compliance to a defe@er should not treat workers as numbers, and try idstea
standards. And even if the business is to follodetect understand their psychology and make them prowdhat
oriented methodology (which is not the best thingld as they produce so they can reach out the best quality
will be discussed shortly), it still eliminate tiery idea of Unlikely with Six Sigma, the methodology is number-
continuous improvement to actually occur. And iulcb oriented and it treats employees as mere inputschwh
actually even slow it down by de-motivating theaccording to Deming, is short sighted and evenhbfings
employees. Relating the paradigms to the conceftesd  profits on the short term, it will result in the wiofall of
defects”, the ultimate goal of businesses that$amu this the business.

methodology is to eliminate defects. In other woride

aim of quality management is to make sure thattral VII. SUMMARY OF RESULTS
products are “acceptable” and “meeting the requénsy.
A. SIMILARITIES First research question tried to reveal the efiecss

First of all, the process that Six Sigma follow®rss of the “zero defects” goal. Actually the answer thfs
similar to Deming’s cycle (Plan-Do-Study-Act) evéSix  question, according to my humble opinion, is thaths
Sigma, forefront the “plan” phase, brings experitaén goal is a big management mistake if it is put iacel as a
design as a first step. In Six Sigma, the desigasehis a motivational tool. According to all the readingsitt have
key function to achieve six sigma performance levahd done, using “zero defects” as a motivational todled
it employs special attention to planning the degipase away from what Crosby originally implemented and
of its production; which resembles the “Plan” phasés  shows a lack of understanding to what the methagolo
promotion of the importance of establishing a systec  actually try to convey. Also, it shows that the mgement
relationship between inputs and the desired ougsutyell does not treat employees as actually a “workingtaip
as the needed production processes. Another sityilar byt actually like an input that has to work in afpet way
the constancy of purpose. Deming criticized titld® so no mistakes are to be done. Concerning the small
“Program of the month” to drive improvement and henterview that | made (thanks to my contact in é)efThe
always answered ironically that “there is no instanhird and fourth question had the same intentiond a
pudding.” He added that change sometimes is a sigesmeant, in a way or another, the same thing, and yet
and that dynamics of the market can oblige therfeissies mentioning “zero defect” implies perfection thaeates
to adjust its planning; however, it should nevevevérom  right away a sense of uneasiness that drives ntitiva
the principles of Profound Knowledge that he présén away. So as a result we can answer the questidis of
Similarly, the companies that managed to implen®&rt «zero defects” a good motivational tool?” The seton
Sigma successfully follow the same ideology andsit research question aimed at studying the effectserie
applied in Six Sigma’s tactical level. Last but reast, trying to reach quality using “zero defects” andfede
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oriented methodologies as an objective. To sum uff]  Arthur M.Schneiderman (2006), when is Six Sigma Gt

. . « " Sigma?
according the paradigms, “zero defects” and allfé¢de 5] Six Sigma, (2010, http:/Jwww.isixsigma.com/

Orier_]ted" th_eories miss the point, and d_o not omt f[6] Albright, T.L (2002), Managing quality through thess quality
continuous |mpr0Vement. As a I’esult, Seeklng MInIng function

defects to reach quality is wrong and for methodigls [7] Joel Arthur Barker, the business of discoveringfthere
8

; ; ; ; Management & Businesses portal, http://www.mbspoitak/
lt.T(at ?Ir_ead)_/ sco”re(_j SUCCIESE with mu'.tmatlon?jl hl [9] Adam omasky A.M.ASCE, (2010), Zero defect constarcpart
ike “Six Sigma”, it cou e even improved to reac 1- Worker motivation concept

better results. [10]  Quality Eline, Six Sigma and beyond: Deming and Sigma,

http:/iwww.pgsystems.com/eline/2000/04/qualityttmh

[11]  Quality Digest (2002) ,Juran: A Lifetime of QualityQuality
VIIl.  CONCLUSION Digest, August 2002

[12]  Crosby, P. B. (1978) Quality is Free — The Art ofakihg
Quality concerns have always been in the mindset of Quality Certain, McGraw-Hill, New York, NY

any producer since the start of business in oldegim [18] ~David Wayne, Deming management philosophy and Seeca
Today, with the increasing diversity in goods and/Ees oo Sigma gualty ificati

Y, asing dl y ing o [14]  William J.Bellows, conformance to specificationraelefects
and the tremendous increasing pace of competitientd and sigma quality.
globalization and free movements of products amdiges [15] Process Quality Associate, http://www.pga.net/

across the borders, called for what academics tball [16]  Rafael Aguayo, why i dislike the name Six Sigmaesiiby Jordi
! Cabré

quality movement. Walter A Shewhart and W.Edwardg7)  phiiip H. wiliams, “zero defects what it means? avhioes it
Deming were one of the earliest founders of whatcelé achieve?

today quality management. One of the most distsigjng [18] Raphael L. Vitalo, (March 2005), Six Sigma and Kaiz
theories that were presented in this movement \uas t compared Partl

. 19 Scott M. Paton, four days with Dr. Deming http:ffde
concept of “zero defects.” At first, the goal sosnd[ ] uraaysw ng it

appealing since defects are obviously costly tarasses,
so removing all the defects should enhance the énuig
the company that will be known for products thadwmo
level of defects. Zero defects if it is to be rea#l can
benefit the company in many ways. However, sever.
researchers did not agree with the methodologyoaedof
th?m. is Deming hlmself' Accordlng to Deming the Igea interests include the Study the poor quality Casis its
missing the point a_nd opting  for SUCh. gogl as impacts on the logistics process performar
methodology to follow in order to reach “qualitys hot as  She earned a specialized Master's degree in trenapd logistics. Sh
effective as it should be. Six Sigma, another agggng received her bachelor in Management and econoniénces in 200}
Rajaa is a Resources planning supervisor at a Miiltinal company
methodology devc_aloped by Moto_rc_)la, was able tp aget she received her Black belt certification in “Preed&xcellence Lean s
enormous marketing value. Practitioners of Six $gMe  gjgma in 2014.
happy with the improvement levels and cost savihgs
the methodology managed to realize. However, ishieg Mohamed Amine MBARKI is a Professor of Highe
profitability enough? Why would a business stopking 1= & Education at the National School of Commerce

for_new ways of improving even the quality of the e e ecoentcr Conslnt

quality” methodologies? The results of this pagee “for several organizations and consultancies wit!

based on reading several papers and journals dheut years of professional experience. IRCA certifieditnr.

issue of quality. However, as all branches of smen Author of several scientific productionsh ithe field of qualit

quality management witnesses everyday new idedgémggementQualified as Expgz(t in the field of implementatioﬁthe
. L - quality approach by the Ministry of Employment arvbcational

p?rSp,eCt'Ves’ and critics of the Ok_j theories. meas} Training. Head of the research group "Management and Infoom

Six Sigma, and other methodologies helped companies systems.” Former head of productiganning and quality manager in

save loads of money and to reach a better marketplaindustrial company.

However the pursue of improvement should never stop

and | am pretty sure that in the near future, ibe# fof

guality management will embrace new procedures that

will for sure overcome some of the technical and

philosophical critics that the methodologies ofapdstill

have. And hopefully answer properly the question of

“what is exactly quality? And how could it be impesl?
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