
QUALITY DIMENSIONS

Eight dimensions of product quality management can be used at a strategic level to analyze quality characteristics. The
concept was defined by David A. Garvin.

At incoming inspection, the Japanese chips had a failure rate of zero; the comparable rate for the three U.
Among the most common measures of reliability are the mean time to first failure, the mean time between
failures, and the failure rate per unit time. These losses include warranty costs, nonrepeating customers, and
other problems resulting from performance failure. The question of whether performance differences are
quality differences may depend on circumstantial preferences-but preferences based on functional
requirements, not taste. An organisation has to build in all of the above factors when building quality into their
product or service. The performance of a product often influences profitability or reputation of the end-user.
The traditional approach would have favored process 2 because it produces more items within the
specification limit. Failure mode and effect analysis, which systematically reviewed how alternative designs
could fail. In those cases where problems are not immediately resolved and complaints are filed, a company's
complaint handling procedures are also likely to affect customer's ultimate evaluation of product and service
quality. To maintain the accuracy and value of the business-critical operational information that impact
strategic decision-making, businesses should implement a data quality strategy that embeds data quality
techniques into their business processes and into their enterprise applications and data integration. Related
Articles:. Reliability may be closely related to performance. In other cases, consumers must weigh the
expected cost, in both dollars and personal inconvenience, of future repairs against the investment and
operating expenses of a newer, more reliable model. Sign up to be notified when we publish articles, news,
videos and more! Eventually, profitability is likely to be affected as well. What brand name is going to be used
and does this convey any perception of quality? Taguchi then compares such losses to two alternative
approaches to quality: on the one hand, simple conformance to specifications, and on the other, a measure of
the degree to which parts or products diverge from the ideal target or center. If products do not do as buyers
expect, users will be disappointed and frustrated. I propose eight critical dimensions or categories of quality
that can serve as a framework for strategic analysis: performance, features, reliability, conformance,
durability, serviceability, aesthetics, and perceived quality. Consumers are concerned not only about a product
breaking down but also about the time before service is restored, the timeliness with which service
appointments are kept, the nature of dealings with service personnel, and the frequency with which service
calls or repairs fail to correct outstanding problems. A corollary principle was that decisions made early in the
production chain e. In such circumstances, images, advertising and brand names -inferences about quality
rather than the reality itself- can be critical. While these dimensions may not constitute a complete list of
relevant dimensions, taking them into consideration should provide us with a better understanding of the
slippery concept of quality. This was a step in the right direction. Shoddy market research often results in
neglect of quality dimensions that are critical to consumers. A product's durability for example can seldom be
observed directly; it must usually be inferred from various tangible and intangible aspects of the product. As
an example, a high quality product may get the reputation for being low quality based on poor service by
installation or field technicians. Individual component analysis, which computed the failure probability of key
components and aimed to eliminate or strengthen the weakest links. On these measures, the company found it
was well behind its competitors. Garvin, a specialist in the area of quality control, argues that quality can be
used in a strategic way to compete effectively and an appropriate quality strategy would take into
consideration various important dimensions of quality. Heath, , p. Edwards Deming were trying to get
managers to see beyond purely statistical controls on quality. Despite these advantages, Steinway recently has
been challenged by Yamaha, a Japanese manufacturer that has built a strong reputation for quality in a
relatively short time. Durability is closely related to warranty. However, even this definition is too high level
to be considered adequate. The beginnings of strategic quality management cannot be dated precisely because
no single book or article marks its inception. Anecdotal evidence suggests that many U. In certain
environments, rapid response becomes critical only after certain thresholds have been reached. Examples: A
business unit status is closed but there are sales for that business unit. The floor and wall example can be
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expanded to include the color, texture, shine, polish, etc. Few products rank high on all eight dimensions of
quality. Even if the parts are rated acceptable initially, the link between them is likely to wear more quickly
than one made from parts whose dimensions have been centered more exactly. A product that often fails is
likely to be scrapped earlier than one that is more reliable; repair costs will be correspondingly higher and the
purchase of a competitive brand will look that much more desirable.


