1 Method and systemfor inproving quality in a service
industry Field of the Invention The present invention
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typically happens at the same time. In case of service companies, not only should the
service offering be of satisfactory quality, the interaction between the representative of
the organization and customer should be flawless. This is true for service companies
such as banks, consultancies, shopping arcades, hotels, supermarkets etc. The focus of
service companies is essentially about selling an experience. It requires meeting the
requirements of the end users with an objective to improve the customer satisfaction
levels and engage in a long term and growing relationship.
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It has been observed, especially in large undertakings, that a lack of a common
approach to improvements can at times be quite counter-productive. Some units within
the organisation adopt their own methodologies, which while adding incremental value
to the unit, do not add up to deliver the overall objective of the organization to become
world class.

Further, an organization typically cannot achieve world class performance by adopting a
single quality methodology. A journey to world class level is achieved by leveraging the
power of various quality methodologies over a period of time. This requires managing each
of phases of these Quality Methodologies viz. launch, adoption, maturity and decline so
that the momentum of improvements can be kept on without sliding back. Organisations

should understand the various stages of improving quality and take proactive steps
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i nvention as expressed by the clains which follow, its
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methodologies selected aim at achieving customer satisfaction and reduction of defects. In
one embodiment, applying comprises determining whether the company meets the pre-
determined attributes of the classified level prior to progressing the company to a higher
level.

Brief Description of the drawings

FIG. 1 is a diagram showing the relationship between the purpose of a quality system and
the interested parties.

FIG. 2 illustrates the quality system funnel for improvements.
FIG. 3 illustrates the difference between continuous and continual improvement scenario.
FIG. 4A shows the PDCA cycle.

FIG. 4B shows implementation of PDCA in a continual improvement environment.
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Business Process Reengineering: The concentration on the improvement of business
processes that will deliver outputs that will achieve results meeting the firm's objectives,
priorities and mission

Capability Maturity Model: A framework that describes the key elements of an effective
software process. It is an evolutionary improvement path from an immature process to a
mature disciplined process. The CMM covers practices for planning, engineering and
managing software development and maintenance. When followed these practices improve
the ability of the organizations to meet the goals for cost, schedule, functionality and

product quality.

Concurrent Engineering: A way to reduce cost, improve quality and shrink cycle time by

simplifying a product's system of life cycle tasks during the early concept stages.

Cost of Quality: The practice of finding out costs associated with providing poor quality

products or services.
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Design for Six Sigma: An approach for designing new products or services and is a part of
Six Sigma initiative. A data driven methodology for designing new products and services.
It is a comprehensive approach that helps to design in the customer requirements to the
product or service being offered by an organization. It uses tools such as customer surveys,
quality function deployment, failure mode effect analysis etc. The objective is to develop

products or services that operate at low defect levels.

Sigma (DMAIC): A data driven quality methodology that targets to improve processes as

required by customers.
FS 9100: A quality management standard developed for financial services industry.

Hoshin Planning: A Japanese strategic planning process in which a company develops a

vision and works out relevant goals and work plans.



8 1SO 9000: A famly of international quality
managenent standards and gU|deI|nes that reflects a

gl obal consensus on product 8or service quality in the

i nternational context but can be applied by
organizations world wide to their particular situation.
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Kaizen: A Japanese approach to improvement popularized by Masaki Imai that focuses on

doing little things better and achieving higher standards.

Five S: This is a methodology for workplace organization to improve workplace efficiency.
Lean Manufacturing: Initiative focused on eliminating all waste in process to target zero
inventories, zero waiting time and continuous flow. MIL-Q-9858A: A military standard
requirement that describes quality requirements.

Poka Yoke: A Japanese philosophy of preventing defects from occurring machines.

Process Improvement: The application of PDCA cycle principles to improvement.
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quality and timeliness. This includes both proactive and reactive actions.

QS 9000: A quality management standard developed by the big three automakers the

automotive sector.

QEDS Standards: A quality standard developed by US Standards Group on Quality,
Environment, Dependability and Statistics.

Quality Circle: An approach to Quality improvement carried out voluntary by small group

of by employees.

Quality Engineering: The analysis of a manufacturing system at all stages to maximize the

quality of the process itself and the product it produces.

QUEST Standards: A partnership of telecommunication suppliers and service providers
with more than 130 members who have developed the quality standard TL 9000 for

telecom firms.
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it touches all facets of an organization comprising physical workplace, processes, people,
customer, business strategy, leadership, vendors etc. The Business Transformation is just
not a roadmap but an approach to improve the way an organization does business and

endeavors to build this up through the levels of hierarchy discussed in detail later.
Methodology versus Framework

Throughout the document, the terms "methodology" and "framework" will appear at a
number of places. The former refers to standards, improvement methodologies and
excellence models as listed in Table 1 that has a variety of origins. While the latter, i.e.,
"framework" refers to a holistic and integrated approach carved out of medley of
methodologies to actively facilitate business improvement. The Business Transformation

Model, which is the subject of this document, is such a framework.
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loyv%rvlgyew\ﬂagrrg?thodoﬁc&les selected a1m at ac 1evmg desired physical improvements,
for higher levels the combination of methodologies selected additionally aim at process

improvements at that level, for the highest level the combination of methodologies selected
aim at achieving customer satisfaction and reduction of defects, the said method moving

from a lower to a higher level to increase the performance of the organization.

The organization may include business organization, government bodies, educational

institutes, research laboratories or any domestic setup.

In one embodiment of the invention, the attributes at lower levels are used to define and
measure physical workplace specifications whereas the attributes at higher levels are used

for performance measurement.

According to one embodiment of the invention, attributes at the most basic level
substantially include attributes to measure and avoid wastage for managing goods and
services used or produced, attributes for prophylactically enquiring into problem causes for
eliminating such problems, policies that define how the organization works and the
procedures for implementing such policies, mechanism for receiving and implementing
firm-wide suggestions for improvement from employees to facilitate their active
participation, and attributes for assessing performance of workplace issues by conducting

periodic meetings/reviews.
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The quality methodologies may include 5S, Business Process Management System, Six
Sigma, Lean, TOC, TRIZ etc

In one embodiment, the classification of the stages of development of an organization can
be done at four levels. The lower levels are a part of the higher levels which means Level 1

is a part of Level 2, Level 1 and Level 2 are a part of Level 3 and so on.

One embodiment of the instant invention further comprises a computer readable recording
medium for storing a computer program to cause a computer to continually assess the
improvement within the organization and perform the steps of classifying stages of
development/progress of the organization into various levels in a hierarchy ranging from
lower to higher, wherein said classification is done by applying a plurality of pre-
determined attributes at each level, and applying two or more of known quality
methodologies at each level wherein for lower levels, the methodologies selected aim at

achieving desired physical improvements, for higher levels, the combination of
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orgﬂngzgﬂq)rt ahGegring to one embodiment of the invention, the development of any

organization is divided into four levels. Each of the levels is a sub-system of a larger
system, which is the next level. The premise here is that as the level of improvements
mature in an organization, it gathers newer dimensions/elements to the existing systems and

takes the organizations to higher levels of performance.

The systems are created in a hierarchy to let improvements grow organically. This also
helps in delivering results continually to sustain the organization's interest in quality work.
Each of the levels delivers specific results, which keeps the enthusiasm on towards the
quality journey. This also helps improvement practitioners who are typically placed under
enormous pressure to produce quick tangible results. One embodiment of the invention

delivers value to the
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delivers value to the
Level 1
Broad Objectives
In one embodiment, the broad objectives of Level I include as follows:
e C(Create efficient workplaces.
e Build a "own your workplace" mindset and eliminate Orphans.
e Involve bulk of the organization in the quality journey.

e Facilitate a culture wherein teams get into root causes for workplace problems.
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e Attributes for assessing performance of workplace issues by conducting periodic

meetings.

Level 2

Level 2 is about building a robust quality management system in a workplace. Process
management and improvement has to be carried out with the overall system performance in
mind. The level requires putting in place right measurements comprising lag and lead

indicators, which track actual results as well as help in predicting the results.
Other than Processes, the elements of Level 2 include leadership, continual Improvement,
training, vendors, quality audits and analysis of results. It requires clear identification of

core-processes and how it helps in achieving the strategic objectives of the Business Units.

In one embodiment, the broad objectives of Level 2 include as follows:
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e Data and results.

The attributes at this level includes:

e standardization of all processes,

identification of core processes in the organization,

e putting measurement of quality and delivery in each of said core processes,

e positive trending in measurement of said quality and delivery for said core
processes,

e ascertaining the key vendors and putting measurement of quality, delivery, cost and
service for the products and services of said key vendors, and

e positive trending and measurement of improvement in said quality, delivery, cost

and service for said key vendor products and services. The key vendors mentioned

above include vendors providing the key and the core processes as well as the

products.
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putting measurenment of quality and delivery in each of
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While making processes effective, we have to work towards eliminating the unseen wastes
in our workplaces. This comprises wastes due to: overproduction, excess inventory,

transportation, waiting, motion, over-processing, correction, complexity and bureaucracy.

While wastes get removed and processes become effective, we will be measuring the

benefits to company by tracking the cost of poor quality levels.

All these would be possible when teams in the workplace or process owners participate in
the movement. Teams in workplaces should not only own up the initiative but also take up

projects, which help in elimination of wastes and process effectiveness.

In one embodiment, attributes at this level include:
e Quality, which is a measure to ascertain the quality of output delivered by a
process. It could include things elements such as completeness, accuracy, defects

and so on. This attribute takes care that first pass yield will be more 90%
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are delivering an agreed acceptable quality |evels

(read: Sigma, Levels). This would nmea K
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taki ng proactive steps to i nprove performance of
Lgrﬁﬁesses. Wi | e maki ng processes effective, we have to
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TP BRER o GoRaTary e TR o dR S gy hidden
facpodits dngd sheme have installed all the elements of a Business Excellence Models such
as Malcolm Baldrige or European Quality Award. The application of Business Excellence
models will enable to track a Business with respect to elements as Leadership, Strategic

Planning, Customers, Human Resources, Process Management, and Business Results.

The focus of level 4 is also on customer interaction. All the customer experiences have to
be blueprinted and pro-active steps have to be taken at the potential failure points. Critical
control points can be installed all across to constantly gauge the service levels being
provided by us. Reaching this level would require the marriage of flawless back-end
processes and robust customer interaction processes. Customer needs cannot be fully met
completely and economically. Operational efficiency has to be balanced against
effectiveness of the system from the customer's point of view.

In one embodiment, the objectives of level 4 include as follows:

e Install all elements that facilitate business excellence.



Al'l these woul d be possible when teans in the workpl ace
or process owners participate in the novenment. Teans

i n workpl aces shoul d not only own up the initiative but
al so take up projects, which help in elimnation of
wast es and process effectiveness. In one embodi nent,
attr butes at this |ev ality, which is a

asOFws 9 SBwaliqnal rfxeﬁls g?‘i tﬂﬂ}ﬁ G5 ORRFIZAI Vi r &Y ygrall

a pﬁzﬁﬂ@ﬁﬁen’c kst dtotind Elélnldﬁi@ ab NaB@ship)| BARBIcSHISIMEHY, dSstomers,
| et eness, accura and so on. This

cy, defect
att UBER &SSP Hieess PROSFSS “%/aﬂﬁﬁe“}ﬁf“r%‘?‘ bB%{E%SS{ﬁSB%tSd will be nore
96)%Plév1de Sealicy é]luyr,anfghtdlhe J:L&togidﬁ gas ifwe Hil th aetlet)l me of a
tinme indicat oces .
PS¢ HRIR et Pl g P Ger o e R T Bstize 1 ow
Delivery Lead tinmes should be nore 95% Cost, which is
ef fecti veness of a

a neasure to,ascertain.t 0Ss

oG EREH St SR E Sl SYT BRI the costs i ncurred
f er @ueditypr oduci ng a product or service right first
ti . alit t to 10% of the processing cost
PrggggggﬁﬁyF%P@ﬂ§§nE§9§§§ whi ch shoul d be nore than 25%
Seoreclivaryany known Busi ness Excel | ence Mbdel to be at
| east .30% hi s | . he next and final stage of
thestgeé\ygﬁy&peﬁéﬁfmes,&vil é]Tor'?‘r @r kpl ace has processes,
mhidhmare effective and efficient. They should not only
del i h omer wants but should do so in
the ?y%%é?HQSVD§§E%FDﬂEﬂH%W” ‘The busi ness shoul d
have&ffitiendyelevhisdden factories and shoul d have
|nst | enent s usi ness Excel |l ence

%Ceg%d%tﬁjmeggy li%fﬁ%réjl ?g’?f‘ 38‘% Eur opean Quality

Amard. The application of Business Excellence nodels
S&ﬁ enabl e to track a Business with respect to
enents as Leadership, Strategic Planning, Custoners,
Human Resources, Process Managenent, and Busi ness

THRe ¢ ht SeasiReof QGViSe RffedtR¥Rlss HIisS pRIER A HMEL Aehe qgality of
. interaction. he CUS&/ n@r experlg ces have éﬁl e

infSFagEQt PRYE faﬁ@e@%maew i O BESCRADE HeoPsEMeRR B drocess. It
médarepotlentital ask aolitese, E@ipaths, ﬁﬂohﬁx@@bss, access, credibility, and

communication. Service Satisfaction score will be more than 95%.

In one embodiment, the score in any Business Excellence Model is at least 60% The
Business Excellence Model mentioned above includes any such known model such as the
Malcolm Baldrige Excellence, Deming Prize, and European Foundation of Quality

Management and so on.
Underlying Theme of Business Transformation Model
An underlying theme which runs through the Business Transformation Model is continual

improvement. This is about sustaining the gains and constantly raising the quality bar. This
is illustrated in FIG 3.
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improvements, which is a requirement of all quality journeys.

PDCA and Business Transformation Model

FIG. 4A shows the PDCA cycle proposed by William Edward Deming. PDCA stands for
Plan-Do-Check-Act. This philosophy of PDCA is that continuation of four steps (of Plan,
Do, Check and Act) leads to a helix of continual improvement. PDCA cycle is a never-
ending cycle of learning and improvement that Deming developed, based on what he
learned from his mentor, Walter Shewhart. Deming taught it to the Japanese in the 1950.

He called "the Shewhart Cycle" and the Japanese now call it: "the Deming Wheel".

The above defined levels in one embodiment of the instant invention are designed on the
principles of PDCA cycle. It endeavors to create an improvement spiral, which pushes an

organization towards World Class. In one embodiment, it is applied as follows:

Plan=
e Define the Improvement Opportunities.

e Firm up goals and define how success will be measured.
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desstidynRe rdiglkeind s]ggpggﬂrgg@gs i nprovenent is about
constantly carrying out Tnprovenents w thout giving
time for sustaining benefits. The quality bar is
Adﬁnstantly rai sed without necessarily allow ng the
This results in the benefits
qﬁ&kﬁék é%ﬁgﬁﬁﬂmeﬂwc T¥Hhe without the organi zation
COrRQY@%@emee@ﬁthwal@ontl nual - | nprovenent i s about
ear sufficient tine for
O R B LB 1 o o' the next
| evel . The advantage here is that the inprovenents
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or gani zation. An architecture
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quality methodologies.



FIG 4A shows the PDCA cycle proposed by WIIliam Edward
Dem ng. PDCA stands for Pl an-Do-Check-Act. This

phi | osophy of PDCA is that tdntinuation of four steps
(of Plan, Do, Check and Act) leads to a helix of
continual i nprovemnent . PDCA cycle is a never- endi ng
cycl e of |earni ng and, rovenenf that

Ke&e\?a Bp POV RS iR We epbodimeny ef 6‘?ﬁ mvgn%mdwdes the

deVbprgent Sh amb@amzatlaarmmghé foug Rivels bf gadtdiand amrless émbfovement
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attdélﬁt'csn elithedeedl svliere tneorgariretiomententy stahds, iihistdenided Whether the

or d?lYZ%H$A %d?foewgl‘f(sih&@ %Q stdh atté?ﬁutep{)ﬂ ch{%llﬁollegéle@thep(:@%d state. The

ycle. It endeavors to create an_inprovement spiral,
st%ﬁaré talyg oh dis attiibuiss gaghtheargsent f?*’é\?%s @& thegatiripuies a%nsbe jtpred on
an?rbﬁm@ﬁﬂ@fﬁﬂaﬁzlﬂﬂé meblfund ﬁ)r&&fblrds%?lda&;cfy%fe%&\ﬁe T adhieve a particular
e ove ortuniti
PRSI oHER SR ot P e dhfiingt o DR Gyyion
provitesiarspitablemendumliganghedotetks. | npl enent t he change Use
Qual ity Methodol ogy and Interventions Check - Cbserve

and Analyze Results Study the results and signs of
Ongr ogbedimentAncludst amdapatitue that compeibrs| 4 2ecanhéo clivdgéhe stages

deaﬂgﬁlﬁé’ﬁt oREE Q%hl%ﬁld'imﬁito ReWAEEt]s dRethE BhaPbA tﬁ@ alrtrlﬁﬁltés aaﬁ@ &eans to

Begin th 4A shows t he abov
prfwléq yt @Pgrqpylatemoeﬂ; 1%80% H‘{L)%g r&@ﬁ@d@*%ﬁ\s @ymeé’a% e{ﬁ%ambelws In
a ple€erre@ @Aibodivaent, | th Beae repPiraus @i rbe any computing or non-computing

device.
In another embodiment, the instant invention may be a Business Transformation Model.

While the above detailed description has shown, described, and pointed out novel features
of the invention as applied to various embodiments, it will be understood that various
omissions, substitutions, and changes in the form and details of the device or process
illustrated may be made by those skilled in the art without departing from the spirit of the
invention. As will be recognized, the present invention may be embodied within a form that
does not provide all of the features and benefits set forth herein, as some features may be
used or practiced separately from others. The scope of the invention is indicated by the
appended claims rather than by the foregoing description. All changes which come within

the meanings and range of equivalency of the claims are to be embraced within their scope.



Furthernore |ike any product or service, all quality
met hodol ogi es have a |ifecycle. Understanding the
lifecycle is critical for sl®tenance of inprovenents in
an organi zation. An organization cannot reach world
cl ass just by adopting one Quality Methodology. It can
“p?ﬁy be achi eved by enneshing and | everagi ng the power
VAt i ous qual ity net hodol ogi es. 18 Keeping the
above points in mnd, one enbodi nent of the invention
1. dh RS 016sp rai»ﬁgge; 3@9%;%%@{ s#nRigaRLARlLAn into the
four |eve ra seanl ess I npr.ovenent
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ref erencegp, e agdit E¥Gel ArvRAT thi CénMinatioRV 6t méi‘l?&i%fo%ie@ Isdi@ted
readi ngs of the attributes, one embodi nent of

instant ia9giienalbn aimr i gaadardiztion 49 eprﬁF%SﬁuaﬂS. @&ﬁo process
met hodol dgipesvemefe enbodi ment |ncIudes an appar at us

that co o di,vi de th
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[ ant invention may be a .Businges Transfornatlon
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|ﬂy }1 N as applied to various enbodinents, it will be

ood that various om ssions, substitutions, and
changes in the formand details of the device or
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3. The method as claimed in claim 1, wherein the attributes at level one are used to define

and measure the physical workplace specifications.

4. The method as claimed in claim 1, wherein the attributes at level two are used for

standardization of all processes, identification and performance of core processes.

5. The method as claimed in claim 1, wherein the attributes at level three are used to
improve the efficiency and the effectiveness of the process including cost, quality, delivery

and reduction of waste of all kinds.



does not provide all of the features and benefits set
forth herein, as sone features may be used or
practiced separately from ofhers. The scope of the
invention is indicated by the appended clains rather
than by the foregoing description. Al changes which
cone within the neanings and range of equival ency of
the claims are to be enbraced within their scope. 19
6.\ hemgthed a3 clamegeinielaimds wherginghe #tyibates of lguslifewrtaronsed to track
bislesh pEELARLhcE MREdsSUdks ledibBBip] iRl RMnRIARIARE L business

G Saisptn eRetrsE i ¥ BRI momsur  ng ¢ he

organi zation against a plurality of pre-determn ned
at L . I l.yi [ re. of

7 Rrigb s B A Y Sovier AR R Ll el BB Be e o
| evedttribiss ferhaespuring dod eyiidisg swktegs éul radnagial gols end segvices
desi §sedor OARH,ace improvenents, for the next |evel
two, the c nbinﬁh}on of nmet hodol ogi es sel ect ed
addi riGHtss ?‘S? IdgnHYAIe RPYRBSAYESat i on of processes as
al so process inmprovenent, for the next |evel three,
t he conmbi nati on of nethodol ogi es selected additionally
aimat process design and optim zation, for the next
| evel four, the conbination of nethodol ogi es sel ected
additionally aimat achieving custonmer satisfaction and
significant elimnation of all kinds of waste enbedded
i n busi ness processes, wherein applying conprising
determ ni ng whet her the conpany neets the pre-
determined attributes of the classified level prior to
progressing the conpany to the higher level. 2. The
method as clained in claim1, wherein the organization
i ncl udes busi ness organi zations, governnent bodies,
educational institutes, research |aboratories.



3. The nethod as clained in claim1l, wherein the
attributes at |level one are used to define and neasure
t he physical workpl ace speci¥ications. 4. The nethod as
claimed in claiml1, wherein the attributes at |level two
are used for standardization of all processes,

I‘rﬂgnh&%lhcﬁlﬁo%gf r}@erf [ gcrargeﬁ%a I)n Sﬁér? i ﬁncf ﬁ@s pr'oce%'ures for
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i ncl'udi ng cost, quali | ver ct|
was tegpdyeed tp faqiliate theZIOﬂCtlt‘P iny{eerpat. 1984 as cl ai med in

cl ai aﬁhﬂ)uteé/\m r Rbddsihf) PedbridahRUbeFodplabe 8hesf UEondnRing SRBodic
to track HS|ness performance in areas such as

| ead®F°ERESANILEY Y gi ¢ pl anni ng, custonmer and busi ness
results. This also results in processes being efficient

al?“ge 'Ihg& Es (ﬁ%g}egi rnln g}gﬁeﬁhgfe%} ﬁ‘cfev%l t%vomfl%ludfs agtléf:%{lt% 'f?’o’r:

vvhere I'n-sal evel
astendapdization pbzll pwvegssasi ng and avoi di ng wast age for
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attributes for 1dentify obl em causes, 21 policies
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fopwréd eandorarrodusiseAnd sewyices. ncl udes attributes for:
standardi zation of all processes, identification of
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measurement of first pass yield, said yield to be at least 90%,

measurement of on time delivery, said delivery to be at least 95%,

measurement of quality cost, said quality cost to be 10% of the processing cost,
measurement of process efficiency levels, said proficiency levels be at least 25%, and

score in a Business Excellence Model, said score to be at least 30%.



positive trending in neasurenent of said quality and
delivery for said core procg ses, ascertaining the key
vendors and neasuring the qtality, delivery, cost and
service for the products and services of key vendors,
and positive trending and measuring inprovenent in said
gquality, delivery, cost and service for said vendor
roducts and services. 9. The nethod as clained in

10c The metiod phelpigied in plaimpp.rwhernin s arbytesaé theteyebour ineludere:
mswwmabf okt fasg ﬁaldp@&ﬁylmu% Bb at$aakichoyh,el d to be at
| east 909% asur e

ti del d
T RaRgent ol BTy Ay, o Bt "qual i ty
c oghsurgint ofjalitytopstceéd quatitybestiH3%/obf ththﬁropdfs@mg 86dtNg
COr suren%@t?ﬁ?rev e{'éfﬁgleng lgfe?ss §a%1§ Ex{gk}&egﬁggvels Veeat ?eastsél%b/g

proficiency
Beesirpsservisesalistastion spidgedre be afi 1@PS§;9:5C% @ndo be at I east

30%6re % BukthessTQ e NEcH O IBIS s#id flofBd ot RagleBdgm 6, wherein
the attributes at the | evel four includes: neasurenent

of first pass yield, said yield to be at |east 99%
llﬁﬂ’as uiegidndf @finof, ‘tvheﬂ‘EmCEﬁidi Mefngss Sa@tltbnee iriodelr h‘lcluﬂesb &a¢olm

c 0% fﬂrlgg %ﬁt/ ﬁge@hléd %rgls |EH lilf’gf!glls %Xm%%é%ﬂs lﬁ’? ma#%,u yanagement

piD@cmgPrezﬁfan@llaenPoytrdtlem@usmeﬁéixdelbmn‘Modéncy | evel s be
at least 40% score in service satisfaction, said
score be at |east 95% and score in a Business

12eT b medndetvidel 1, vt decitabies Br 2|selggted &yoh arg B, sulppe of the

metinfeseft aGidkbme®]. Wher ei n sai d busi ness excel | ence
nodel includes: Malcolm Baldrige National Quality

Awar d, European Foundation of Quality Managenent,
13D&he ngthied iaz elaingsddn alindliswhatin asid Budityn ﬁﬁfhoEEXnglbi molde 58S, ISO

%ﬂh%at%} %HJ% %’E& I‘]‘T%g% ' eao%t %If IPPI:]LS’tI'alntS am!llJ kt)ostal qua%ltyt fgnagement

a(TQMb,LHre@SbMaaagqmgﬁe?ysileewmd Thegry ofifensteitiod as cl ai med
in claim1, wherein said quality nmet hodol ogi es i ncl ude
| SO certlflcatlons Six Si.gnm,  lLean, theor
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15. An apparatus for improving an organization comprising:
classifying an organization into one of the four specified levels, ranging from lower to
higher, wherein said classifying includes measuring the organization against a plurality
of pre-determined attributes at each level; and
the means for applying two or more of known quality methodologies at each level
wherein:
for level one, the methodologies selected aim at achieving desired workplace
improvements,
for the next level two, the combination of methodologies selected additionally

aim at standardization of processes as also process improvements,



(TQW, Process Managenent System and Theory of
Constraints. 14. The nethod_as clained in claiml,
wherein said classification“’s done at four |evels.

15. An apparatus for inproving an organi zation
conprising: classifying an organization into one of the

four spgghd hé&i 1év‘élvtﬁ£e§ thE %&leﬁg é)fn o?'ﬁlekl%\ﬁﬁfo%feg’ Eﬂé@t&;paedrditionally

wherein said classifying. inc nmeasur |
P AR PRSP OIPs g AN ePI Bz al i ty  of pre- det er ni ned

at tri bsrage ﬁéxt@i%@:hfdue\/cﬂé cor{ﬂﬂﬁhﬂoh &f gﬁ:ﬁ%ﬂofﬁé’i@:s E@&Jtéﬁ' d¥itionally
nown 0 LeS a
| SR RSP ididion gy TR RuHO b5t SGkas of wast

ehbcd@d irabusirgss @odeiseyi ng desired wor kpl ace

I nprovenents, for the next |level two, the conbination
of met hodol ogi es selected additionally aim at
st andardi zati on of processes as al so process

i mprovenents, 23 for the next level three, the

conbi nati on of nethodol ogi es selected additionally aim
at process design and optim zation, for the next |evel
four, the conbination of methodol ogi es sel ect ed
additionally aimat achieving custoner satisfaction
and significant elimnation of all kinds of waste
enbedded i n busi ness processes, 24 wherein the neans
for applying determ nes whether the conpany neets the
pre determ ned attributes of the classified |evel prior
to progressing the conpany to the next higher |evel.
16. The apparatus as clained in claim15, wherein said
classifying neans, classifies the stages of

devel opnent of the organization into four levels. 17. A
program storage device storing instructions that when
executed perforns a nethod conprising of.



classifying an organi zation into one of the four
specified level in a hierarggy ranging fromlower to
hi gher, wherein said classifying includes neasuring the
organi zation against a plurality of pre-determn ned
attributes at each level, applying two or nore known

qual WhiteifBhé Qfg:%sogn'r &ppld gec%felﬂniél@é/ @)het\ﬂ’g'eﬁlglcgmeglﬁf mb&Y 8le pre-

t he et hodal ogi es”sé€l ected ai m at
ded%f&“?eéoa%v% Phte Claspifipdleamertios to peeressiag ﬁ@xctompeme ko the next
highie leviehe conblnatlon of met hodol ogi es sel ect ed

|t|on m at st.an i zatiqn of processes as
G P s o ol i T e il Doty desstis the
stegee ofdavbiopmentar theforgamidatoloinagioaslesdd. ect ed addi tional |y
ai mat process design and optim zation, for the next
| evel four, the conbination of nethodol ogi es sel ected
15 duProBmsRbstPsReadevies sterdng mstrusgorutbeionen setitef parforon aandhod
mﬁ@g@m%b@ant elimnation of all kinds of waste enbedded
2u3|ness rocesses, wherein applyleg conpr|3|ng
det H

ﬁ.fyrlllilg.]ﬂ‘l apation d1fg oe@ﬁ%’fgﬁ@%@c@ @ve tea hierarchy ranging
detfemmiloved tathigheh wlesinfaid hﬁss@ﬂyﬁ@ﬁhélh@g lﬁéé\ﬁﬁ‘lngpthé %Fgaﬁ&aﬂon
pr Qa%glﬁs?tsal ;ﬂgraliitp%f &%"J%?e l¥111’168 atL[r Sutdd et g:ach lev Per evel
applying two or more known quality methodologies at each level wherein:
for level one, the methodologies selected aim at achieving desired workplace
improvements,
for the next level two, the combination of methodologies selected additionally
aim at standardization of processes as also process improvements,
for the next level three, the combination of methodologies selected
additionally aim at process design and optimization,
for the next level four, the combination of methodologies selected
additionally aim at achieving customer satisfaction and significant
elimination of all kinds of waste embedded in business processes,
wherein applying comprising determining whether the company meets the pre-
determined attributes of the classified level prior to progressing the company to the next

higher level.



