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Abstract: This paper presents a simple quality approach focused on the reality of
construction and quality assessment. Argued the term quality is discussed to include
the methods, standards and guidelines - ISO 9000 type rules - which help to design,
implementation, evaluation, certification of quality management and quality
management so. From the perspective of continuous quality improvement there is a
comparative analysis between quality management and management quality.
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Introduction

It is increasingly apparent the great interest in quality products and services. On one hand for the good
of the business, and on the other, increase people's quality of life and satisfaction. The concern for
quality has always existed in one form or another. Today we relate to the world by international
standards, international organizations, models of excellence, scientific, etc. An example, significantly,
in our view is to bring together the world's most powerful six organizations in an alliance for quality -
WORLD ALLIANCE FOR QUALITY (WAQ) [1]. These are: EOQ (European Organization for
Quality) - ASQ (American Society for Quality) - ANQ (Asian Network on Quality) - Juse (Union of
Japanese Scientists and Engineers) - IAQ (International Academy for Quality) - APQO (Asia Pacific
Quality Organization). The historical event was held at Global Quality Summit in Houston, USA in
May 2008.

The main objectives of WAQ are the following:

* To answer the needs for continuing developments and innovation that can affect the future
growth and will support global quality improvement initiatives at both the individual member
and organizational level;

= To foster the use of quality philosophies, techniques and tools to benefit society at large;

= To be a leader in communicating quality related issues and work with the entire world, and
with recognized Regional and National Quality societies to promote quality in the most broad
applications;

= To develop and support quality leaders within the global quality community.

Developing the concept of quality has grown universal, quality being addressed, displayed,
commented, advertised, controlled, certified, awarded etc. We are talking about a step socio-economic
often called qualitism, applied by people responsible of quality, technicians [2], economists,
politicians, journalists, consumers, etc.

Quality strategy must take into account both the open market and increased competition and the
assertion those customers increasingly connoisseurs regarding the complexity of products and services
and the quality / price ratio. Quality concerns have expanded today so much that led to the emergence
of new terms such as qualitosophy, qualitometrics, or recently qualititics.

Quality measures customer satisfaction to an entity (product, service) that is intended.
Quality as doctrine sets, taking into account customer priorities, a new report from socio-economic

agents.

Qualitism is to develop all socio-economic consequences of the definition of quality and quality first
postulated (on the client). Qualitism is a subjective approach is reported in humans.
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And quality management has evolved to reach the third generation, based on new theories and
concepts such as stakeholders, transparency, accountability and (Social) responsibility, trans-activity
[3, 683].
1. The Quality Approach

The current issue of quality is complex, but there is only one factor responsible for this situation. The
causes vary from one country to another, from one sector to another, from one organization to another.
Quality means doing things right, a product/good service, customer satisfaction, conscientious workers,
management, excellent quality management. Quality is made by people who master / provides / controls /
continuously improve our quality in accordance with prescribed documents.

Total quality is “all the principles and methods on raising awareness and mobilizing all stakeholders of
an organization to achieve the objectives of improving quality and customer satisfaction with the
lowest cost” [4, 44].

Quality of product / service assessed by its compliance with the specifications is without doubt one of
the most important dimensions of the concept of global quality competitive - CGC [5, 231]. CGC is a
”strategic concept allowed for systematic product value throughout its life cycle, as it is expected by
customers and suppliers in accordance with the requirements of each stakeholder and involved in the
product life cycle” [5, 268]. Quality approach is based on organization, methods/standards useful and
concrete. They can be incorporated into a new term - qualitics.

Quality is made up of all the methods, standards and guidelines that can help achieve that status and
quality certification of goods or services.

Christian Doucet proposes a path of approaching quality based on the major stages [6, 15-16]:

- Quality control approach and associated techniques (metrology, statistical control);

-ISO 9000 defines first the quality system and then the Quality Management System (ISO
9000:2008);

- Other methodologies reserved to the overall organizational structures management and personnel
(project management, risks management, knowledge management, etc.)

- Six sigma method of observation, analysis and resolution of defects;

- Orientation to fotal quality - TOM models of excellence;

- Other sectorial methods and quality circles, Kaizen, 5S (in Japanese Seiri, Seiton, Seiso, Seiketsu,
Shitsuke), benchmarking, participatory management, etc.

These steps followed, in fact, quality control, prevent defects, zero defects, compliance with a
referential in order that today being capable to pursue customer satisfaction and stakeholder
effectiveness and excellence.

Processes aiming to improve quality were sketched in quality management literature in several ways
(Figure no. 1):

* The quality trilogy (Figure no. 1a) [7, 14];

* Deming Wheel - Principle PDCA (Figure no. 1b) [8, 186];

* Mastering quality - Euler diagram (Figure no. 1c) [9, 58].

Each of these representations has special significance for quality, but the wheel remains representative

of Deming PDCA principle accepted by both academics and practitioners as a means of driving
continuous improvement, which is graphically illustrated by the slope of progress.
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Construction: defining what we
want to achive

Assessment:  quantifying the
differences between what we
have achieved and what we
aimed

Management: settling measures
in case of constant differences

QUALITY
CONSTRCUTION

QUALITY
ASSESSMENT

QUALITY
MANAGEMNT

1 a — Quality triangle

People involved

... to the improvement

P ,,Plan”: foreseeing, planning,
construction

D D ,,.Do”: achievement

C ,,Check”, checking, evaluation
A ,,Act”: action, correction,
sustained improvement

Standardization

From the problem ... Methods and tools

1 b - Principle PDCA, cycle Deming — Shewart)

1- needs non-specified by the client

SPECIFIED and unachieved
QUALITY 2- needs specified by the client and
unachieved

4- part of the product specified

3- part of the product useless
A specified and unachieved

ACHIEVED .
QUALITY useless and achieved '
NEEDS/ 5- part of the product unspecified,
useless and achieved
NECESSITIES 6- needs unspecified by the client

and achieved
7- controlled quality

1 ¢c- Quality controlling
Figure no. 1 Scheme of the quality improvement processes

2. Qualitism and the Quality Dimensions
2.1 Qualitism
We can call quality dimensions the list of characteristics of an entity corresponding to the needs
expressed or implied of the client. Three classic features cost — in time — performances lead to the
three aspects of quality: economical, temporal and technical. The art of quality people, of managers is
to optimize these three dimensions in relation to the expectations of the customer/stakeholders.

The strong increase in demands for quality motivated on the one hand by the economic benefits and on
the other hand by the need to meet customer requirements, has led to the appearance “of the science
called qualitics”. It began by quality control then progressively it enriched through multiple documents
and methods: quality circles, TOM (Total Quality Management), 6 Sigma, Lean, ISO 9000 standards
and certification models of excellence, etc.

By analogy with the medical field, quality is good health, the people responsible of quality are the
physician and qualitics is the drugs [6, 16]. But as drugs can sometimes have harmful side effects,
each qualitics method has its advantages and disadvantages (e.g. excessive formalism). Qualitics
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should be adapted to the circumstances and outcomes. Quality people can detect quality problems and
afterwards seek for solutions.

Within the approach to quality, qualitcs can have an additional contribution to the continuous
improvement of the entire organization, or in case of management/product/service certification. [6, 115].

2.2 Qualitics Contribution to Quality Management
The 2000s represented from the perspective of the ISO 9000 version the significant shift from quality
assurance to quality management through the radical changes proposed:
- Realignment of the organization on customer needs and their satisfaction measurement;
- Decrease requirements for the procedures;
- Assessment procedures;
- The research and its results and the demonstration of the implementation of improvement measures.

It is sufficient to demonstrate the application of procedures, rules imposed to show that measurable
objectives are defined (and achieved), action plans documented and followed by a set of processes.
We reached what we called qualitism before. Quality people’s contribution to quality management can
be provided in four key points:

- construction quality: P (Plan) - planning, D (doc) - realization;

- self: C (check) checking (internal);

- certification (external evaluation);

- improved (act) - action.

3. Quality Management versus Management by Quality
The six dimensions of quality management according to the criteria of the Baldrige Award are:
= Strategic quality planning;
=  Customer focus and satisfaction;
* Human resource development and management;
* Information and analysis;
» Management of process quality;
* Quality and operational results.

All quality management models take into account the socio-cultural, political — legal, economic and
educational factors. The relationship between these factors and the quality management dimensions
are highlighted.

Management by quality is the management that secures quality as one of its priorities, it is a particular
strategy. Two aspects can be taken into consideration: marketing strategy and internal strategy.

Currently there is a concern for quality management transformation focused on the impact of the ideas
above on the transformation of quality management itself and seeks to explore what their conceptual
and theoretical meaning could be. It suggests that quality management is now entering a new
“generation” where accountability and responsibility are being extended beyond the traditional
organisational focus to encompass a wider societal and business context. This change in perspective is
considered of such significance that this will lead to a third generation of quality management. A key
feature of this third generation is the notion of trans-activity, which underpins the connections between
the organisation and its broader societal context. This notion provides a crucial link between the
concept of quality management and the increasingly significant notion of corporate (social)
responsibility (CSR).

This suggests that quality management is moving towards a new “generation” when accountability and
responsibility are extended beyond the traditional organizational focus to include a broader social and
business context. A key feature of this third generation is the notion of transitivity, underlying
connections between the organization and society in a broader context [3, 683]. This notion provides a
crucial link between quality management concept and the meaning of the notion of corporate (social)
responsibility (CSR).

In a new approach the quality French school (Doucet, Villalonga, Froman, Clavier) addresses the
management through quality as being the true sense of the management based on the logic of
excellence. Figure no. 1 presents from the system — based logic to the logic of excellence.
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Table no. 1 Quality management versus management by quality

Quality management Management through quality
(system — based logic) (logic of excellence)

Leadership/ Politics, organization, research direction... | Strategy, exemplarity, leadership, vision,

Governance mission, value, ethics, and social

responsibility/societal...

Improvement Group work, gathering concrete ideas, Participatory innovation, collaboration,
managing corrective/preventive plans of | collective intelligence, benchmarks.
action, audit...

Finality Focusing on efficacy Focusing on results (performance,

efficiency, competitiveness...)

Target/objective | Customer focus (listening logic and Focusing on interested parties
customer satisfaction) (collaborators, shareholders, suppliers,

communities...)

Process/ Process — based approach (identification, | Management by processes and facts

progress classification, description...) (identifying key operational processes,

transversely, active steering...)

Human Training, empowerment, skills, defining Talent, (forecast managing for employees

Resources function, diagram, awareness, and skills), reward, value, learning
evaluation... organization, enterprise networking,

collective learning. ..

Suppliers Evaluation of suppliers Partnership development.

Management by quality is supported by knowledge management, quality management and qualitics
(Figure no. 2). It is obvious that the action for the design, realization, evaluation, certification of the
quality of a product/service must be based both on data, information, knowledge as well as on

standards, rules, techniques, written procedures.

After Clavier [2] the TOM (total quality management) can be split into total quality management
("management de la qualité totale”) and management by total quality “management par la qualité

totale”.

In the evolution of the ISO 9000 and ISO 14000 standards — vision 2015 the first leads of
improvement are:

m Integration of risk management;

m The financial resources of the body;
m The improvement of the management of the quality management process;
m The link between other management standards etc.

N

Act Plan
METHOD
/ INFORMATION \ Check Do S
/ DATA \ / STANDARDS \
KNOWLEDGE R QUALITY PN QUALITICS
MANAGEMENT MANAGEMENT

MANAGEMENT BY QUALITY

Figure no. 2 Management by quality
Relations adapted by Pfeifer [10, 138], Dimeny [11, 156-157]
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Conclusions
The perspectives of qualitics are found in three directions:
m The extension of the qualitics and quality management theory;
m The continuation of the major steps: TQM, QFD (quality function deployment), Just in time;
m Progressive construction of qualitics (science and quality technique) and of the qualitics that is its
philosophy.

The perspectives of quality management will take into account the recommendations of half a century
ago of Juran: “supremacy by quality” and “quality is a continuous revolution”.
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