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Methodology versus Framework:

As we go through 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 have a variety of origins. While the latter i.e.
framework refers to a holistic approach carved out of medley of methodologies to
facilitate business improvement. The Business Transformation Model which is ‘the

subject of this document is such a Framework.

It may be noted that the genesis of “methodologies” could be because of work done by
eminent practitioners or could have been issued by standard setting bodies. Some of these
methodologies are generic in nature while others are meant for specific types of

businesses. Quality framework here means a medley of methodologies put together.
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One line definition of the methodologies mentioned above is provided in Annexure ‘A’.
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to improvements can be quite counter-productive. Some units adopt their own

methodologies, which adding incremental value to the unit, it does not add up to deliver

the overall objective of the organization to become World Class.

Further, an organisation 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 Methodolgies. 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. It is imperative that organisations

proactively understand the various stages of Quality Implementation and take steps
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It is a further objective of the present invention to provide a stepwise approach to move
an organization up the improvement spiral by using various improvement methodologies

and build a hierarchy of improvement systems.

It is yet another objective of the present invention to provide an improvement
management framework within which an organisation’s improvement system moves to a

higher level of maturity so as to facilitate flawless delivery to the customer.
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The higher levels substantially have attributes for standardization of all processes,
identification of core processes in the organization, putting measurement of Quality,
Delivery and Cost in each of said core processes, assessment of positive trending in
measurement of said Quality, Delivery and Cost for said core processes, ascertaining the
key vendors and putting measurement of Quality, Delivery, Cost and Service for the

products and services of said key vendors, and assessment of positive trending and



products and services of said key vendors, and
assessnent of positive trending and 7 neasurenent of
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In one embodiment, the classification of the stages of development of an organization is

done at four levels.

The instant invention further comprises a computer readable recording medium for
storing a computer program to cause a computer to continually improve an organization
and perform the steps of classifying stages of development of the organization into
various levels in a hierarchy ranging from lower to higher, wherein said classification is
done by applying a plurality of attributes at each level, and applying one 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 methodologies selected, additionally aim at process improvements at that
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Fi gure 4A shows the PDCA cycle. Figure 4B shows
i npl enentation of PDCA in a continual inprovenent
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whi ch can be adopted by any service conpany in the

. world. Around the 9
Figure 2 illustrates the quality system funnel for improvements.

Figure 3 illustrates the difference between contimious and continual Improvement

scenario.

Figure 4A shows the PDCA cycle.

Figure 4B shows implementation of PDCA in a continual improvement environment.
Annexure A gives a one line definition of the various methodolo gies.

Detailed Description of the Drawings:

The instant invention relates to an apparatus and method for creating a world-class

organisation, which can be adopted by any service company in the world. Around the



gl obe, quality inplenentation in organisations has been
centered on net hodol ogi es. Conpani es have adopted

net hodol ogi es as Lean, Six Sigma, |SO BPR, COPC, and
CW etc and have tried to get the best out of it. The
general approach has been tlgat when the power of one
nmet hodol ogy wanes, a new one is adopted. The above
nmenti oned organi zati on may i ncl ude busi ness
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% the invention, the devel opnent of any

organlzation IS divided into four Levels. Each of the
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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
quality. This also helps improvement practitioners who are typically placed under

enormous pressure to produce quick results. The invention delivers value to the



enor nous pressure to produce quick results. The

i nvention delivers value to the 10 organi zati on at
regular interval. Wthout this, the notivation of

enpl oyees may falter and they may start doubting the
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targeting on the givens around the follomﬁng ar eas:

orgdﬂﬁmab]@ al reflek P68, WithBLOGRSHE Snotiv X@oé} & & emp (?gfeg% taaagg"%lﬁl; and

el | This requires creating s
theyotflax ﬂ%‘?QB@I@géﬁ%&@u%ﬁ@nmwmanmgrqynnmts This results in
creation of a Quality System Funnel al ong which
i ipr ovenent igrate up. This concept is shown in
The é?ﬁ@? Blogr u@ﬁ;‘ % glt% Igproyements bsauentiadly itargetiig @nthe lgtvens
annmﬂﬂﬁmbn@nmgg&&gn1the figure that the Quality Systens at
a super-system of the preceding system
%Egv%ﬁ%éo‘Ehﬁ¢super-systen1for Level 1, Level 3 is a
suBﬁmm§y§ten1for Level 2, Level 4 is a super-system
&V éﬁ 3. .Conversely, each of the levels is a
Z?% BpingHon  he succeeding qual ity system So, Leve
d Escalleft- system of Level 2, Level 2 is a sub- system
for Level 3; Level 3 is a sub-systemfor Level 4. An
organi zation has to rise froma |lower |evel to a higher
Thisl reMBi'eS tc@eaaﬁg isytemb ARuele %h&? of 11 tp ;
resullBNL .00 ove Pas attributes, qg%%§?§§§§W§ﬁ@%Pgdtﬂgm
ol ‘Efga f QualifyeS W%ﬁ%llmgh‘ﬂhlch emphoydmants Imgrate up.

This pandeptis! shbwh&ﬂ &l Egurér b eFl \é@l iS aﬁ%@eﬁﬁ% @fttﬁ% ![rP)éﬁth an. I‘(Llé\% dent

| evel s are as

d
tg% I er @?@é} ST’FFémE ebeash disyelds awsﬁrﬁfstm\oérthejprareamg
SYSt@ﬁB SdeLdVel"B 15 a éll}i@'@f’ﬁ@n €6l 1L P ptLé’\\@{ KRy @&%%r—gs?eﬁn for ﬁe,yel 2,

Iﬁve éour % E‘ m ndset and e
} \}%F 'épeﬁlfp'fkte’@i‘f OF h&vedi3 ggﬁp‘o‘f‘éﬁqlbrﬁaﬁmofﬂﬂé lejigdd JIStaysqbemrstamwf
the stcdeeding qtlﬁtt? s_fylst@rl:ﬂ SR vENEL:L] Sibl TR Fleve!s OLERPY is a sub-

systeﬁn o7 Eevel Level l§e|s g glﬁ) Eyrs?e?rl t%rrrievel 4.

N

An organization has to rise from a lower level to a higher level to achieve the desired
standard. Each level mentioned above has attributes, which are considered to decide

whether the organization has reached a particular level.
The levels and the attributes to be considered at each of the levels are as follows:

Level 1
Broad Objectives

The broad objectives of Level 1 are as follows:

0 Create efficient workplaces

0 Build a “own your workplace” mindset and eliminate Orphans
0 Involve bulk of the organisation in the quality journey
a

Facilitate a culture wherein teams get into root causes for workplace problems



11 ~ Install policies, procedures, standards and rules,
that can sustain workplace organisation ~ Elimnate
surface wastes » Aid quick information retrieval The
attributes at this level includes: ™ nmeasurenments to
avoi d wast age for managi ng gpods and services used or
produced. This is basically the inventory managenent of
the organization. It takes care of the products or
Serluitalepolisies] procedunsy) neechdwids ind +1&s, AR gARIZ @?%ériiﬂ wRplace

t hat an]kj;lﬁ‘{;l? is mninml wastage, "~ attributes
%y ically enquiring into problem causes, for

prog_ Ta
8| ibhnmpate mgfaactastesr obl ens. This takes care that any
ey I |.ved to the root. The problem nay
co%gggﬁﬁgﬁlﬁoﬁg%boé’rf’ %¥#le organization. This is also
taken care of by distributing responsibilities, *
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he gﬂﬁblﬁ%seft tltug ?eévrefj 1nci#§

rocedures “ipFEnenti ng such policies, ~ mechani sm
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”Eﬁ#hﬂgiﬁgﬁﬁﬂ%%m? éevel 2 is about building aro ust
Quality nageneﬁg’Systen1|n a wor kpl ace. Process
aadgBesor proghylaptialle RBqirikpEtd SroBRnC&fsdsehr %H&iq/é&ihg such
th oﬂi’eﬁ{sa%{'ss%ﬁése@ p raf or man %m i.n n]‘ynd. The leve D
requires putting im ﬁfé@"éy PF’% Sg Seied i@ HesToeb mdei rrpblgm
| agpagrednc@adany nsbue ahoths, onghiiedtion! aAbks &€l ok WhieS oSy
“B&kuﬂﬁﬁﬂfkgw&ﬁﬂﬁﬁﬁgiCti”9 the results. Qther than

Processes; e critical elenments of Level 2 are
O epalisioshilp @fintei huad thd npgavANBNt worksahiti NHe WEOLAFS: for

Qjﬂa{hér}{%‘{e%ﬁ‘g:si@}; @%.Anal ysis of Results. It requires

clear 1 der AL | oM of core-processes and how it helps
O nmadhahiswi frg rebevisg ratiegiptementih@ 6tgaeesoRf fob MepRYSBRSSom
Unézﬁﬁioyees to facilitate participation, and
0 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 critical elements of Level 2 are 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.

The broad objectives of Level 2 are as follows:



The broad objectives of Level 2 are as follows: 12 #
Uni f or m cust oner experience ™ Define best-known nethod
(Standard Process) to carry out tasks in a workplace *
Hel p the un-initiated to do their jobs easily »
Facilitate Standardisation ¢f repeated tasks in a

wor kpl ace (read: Processes) ™ Install Measurenents and
Owner ship to manage processes on an ongoi ng basis *

cPrUmnbﬁnSMﬁmg&&mﬁamﬁﬁbng (Understand Interaction and
bﬁ de en?gn0|es of cesses) ™ Build an
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sajd gy lLity, Delivery, Cost and Service for said key

E\/Z#F&S‘?‘ S@’r‘%@é@?@“and servi ces.

0 Continual Improvement

0 Quality Training

0 Data & Results

The attributes at this level includes

» standardization of all processes,

« identification of core processes in the organization,

+ putting measurement of Quality, Delivery and Cost in each of said core
processes,

» positive trending in measurement of said Quality, Delivery and Cost for said
COr'e processes,

«  ascertaining the key vendors and putting measurement of Quality, Delivery,
Cost and Service for the products and services of said key vendors, and

+ 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.



The key vendors nentioned above include vendors

provi ding the key and the core processes as well as

the products. 13 Level 3 Level 3 is about taking the

organi zation to higher levels of quality maturity by

acconplishing the follow ng3(1) Mking processes

ef fective by taking process inprovenent projects in

proactive fashion (2) Renoving wastes in all form and
Levdl3) Cbnnence Tracking Cost of Poor Quality (Quality

éb on an .ongoi ng basis (4) Involving participation
Levelf 3 tléa%’u’i fakipg Kpe areanizatior der yighg &avelsi o quaktyentgirion by
mmo@@hggﬁ@gkqgu@@§gs Maki ng Processes Effective neans key

cesses are delivering an agreed acceptable quality

1) B SPTPSSH: elfchive by vgmg)proqeﬁs; dmprnyEenteprojases woptodctive
fashioadi cal Iy reduce the negative customer experiences by

t aki ng proactlve steps to i nprove perfornance of
(2) Rsmpvagapastesypall formamidng proocesses effective, we have to
3) Rirkeric® Wadclls
©) wor kpl aces. ‘Fa?dss%gp&;rr@g}sl% Stsy\@ﬁ%ﬁané&go bilsis
) 18\’/@?”}93 P@UcIRagAn Oé%%aé@}%m W@F‘kE]ﬁPQSrly catrymgsqm fngtovements on an
ongod@d bdsidg, notion, over-processing, correction,

conplexity and bureaucracy. Wil e wastes get renoved

and processes becone effective, we will be neasure the
MakgMBrbbdssest Eff&ﬁmeafﬁyaxﬁyl a6 bg
i i el deishech s pspti

L |
qualﬁgﬁ ?G{Vﬁfé W:%E: %Fé%% Iéf'elﬁbr %&yowmfz@ ]b'ar\Wldd padleallynredudrﬁethe
negatioy eiRther EQRMTné] W&Mgagﬁﬁcmoéﬂa& {H)Em&%v\% ﬁfaﬁrﬂ&ce of

the initiative but also ta up projects;
PrOCE3§€%| i mi nati on of wastes and process effectiveness. The
attributes at this level are: o Quality, which is a

.Jreasyre to ascertain the quality of output delivered by
Whilg ’B%S’é%é%ocesﬁef elsalive. i Wie baitfetor Wopg doverdsnshiminating theisimseen

wast€ | ik eNeEkplac@C CYRACHomBFREE Ghated NGlieS 9o: oBve Ha}lcc‘t on, excess
. attribute takes care that first pass yiel a4 be>
mvelg@% transportation, waiting, motion, over-processing, correct1on complexrry and

bureaucracy.

While wastes get removed and processes become effective, we will be measure 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.
The attributes at this level are:
o 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%



14 o Delivery, which is a neasure of lead tine of a
process. A high lead tinme indicates process
bottl enecks, which may be inpeding the process flow.
Delivery Lead tinmes should be nore 95% o Cost, which
IS a neasure to ascertain tfe cost effectiveness of a
process. It endeavors to find out the costs incurred
for not producing a product or service right first
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dhea@gthe 30N 954evel 4 This is the next and final stage of
t he devel opnent. A Level 4 workplace has processes,
which are effective and efficient. They should not only
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t he nost cost efficlent nmanner. usiness's
tRAWE oni theeasts insieed o matprodicins aprdstionkatvicavight first time.
installed all the elenments of a Business Excell ence
Model s such as Mal col m Bal dri ge or European Quality
o Qugditcostripdbeali|3p pEteipsrresting ®eki ness Excel | ence nodel s
will enable to track a Business with respect to
el ements.as _Leadership, Strategic Pl anni ng, Custoners,
© IﬁﬂﬁﬁﬁEﬁ%%%@VéégﬂsPﬁﬁ@é@@ﬂW@ﬁagéﬁﬁﬁnZS%Business Resul t s.
The focus of Level 4 is also on customer interaction.
Al'l the custoner experiences have to be blueprinted
oS¢t ipaBY krewy BusinessFxpellaace Model to dkenleast 30%e pot ent i al
failure points. Critical control points have to be
installed all across to constantly gauge the service
Level 4yl s bei ng provi ded by us. Reaching this |evel would
require the marriage of flaw ess back- end processes
. and robust customer interaction processes. Custoner
This g thg Sexbambingl stage of {he developmens Atledvpl 4 vebriad eoedisis paddeyses,
whichRed e cana land el tdne ety RASuIl ‘ﬁop&ﬂ? ﬁgﬂ%%a@%' dé]ﬁ%galeﬁ wants

gffac iveness of the systemfrom custoner’ t
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cel | ence 15 " Focus on perfornmance exce nce for
Models (suply asr Mialrolm Baldrige oF Fisansan| 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,

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 have to 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.

The objectives of Level 4 are as follows:

O Install all elements that facilitate Business Excellence



managenent framework around el ements as Leadership,
Strategi c Planning, Custoners, Hunman Resources,
Process Managenment and Busi ness Results ™ Provide
Service CGuarantee to the custoner (pay if we fail to
deliver) ~ Bulk of the Progess within a Business Unit
are Efficient and Effective The attributes at this
| evel are: o0 Quality First pass yield will be nore 99%
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as courtesy, enpathy, responsiveness, acCess,
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This is a measure of service effectiveness of a process and finds out the quality of
interaction between the people involved in the process and the customer of the
process. It measures elements as courtesy, empathy, responsiveness, access,

credibility, and communication. Service Satisfaction score will be more than 95%.

0 Score in any Business Excellence Model should be at least 60%.

The Business Excellence Model mentioned above includes any such known
model such as the Malcolm Baldrige Excellence, Deming Prize, European

Foundation of Quality Management and so on.

Underlying Theme of Business Transformation Model
The underlying theme which runs through the Business Transformation Model is
continual improvement. This is all about sustaining the benefits and constantly raising the

quality bar. This has been explained pictorially in Fig 3.



I mprovenents in our invention. Continuous-inprovenent
i s about constantly carrying out inprovenents w thout
giving tinme for sustaining benefits. Here the quality
bar is constantly raised without allowi ng the benefits
to seep in. This results inqghe benefits sliding back
after sonetinme wthout the organisation comng to know
of it. Continual-Inprovenment is about carrying out
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is proactively installed to institutionalize and
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Con u&ﬁ'ﬁ“%-v?fﬂ@@@ ARPUL RTYAnE Pt iopopieyents, BRGA klfff(ibihﬁg time for
sustaiing theusheRn @fl theimoSiheRs b Porpe foeck and .
the i tc?v | eads, t g{ﬁg hel i x o_? contqllflenﬁéa ??Vr?pr o&ea%?ﬁt?g is that
) thli;%’é SRt that Raxe begryeargied oyt ee sofficienatimanty sep deephand wide
withinnmpireo wearishtidn) atn DeehiRgnde Vgl o gd gn. what .
insti ﬁgﬁa;qed cfirorp.hiéls1 gentor, W tgg%aﬁfg%gr?gaﬁgﬁﬁnémgued to
aughee fPe B RdDS dpaafds as the raniseisn moves upatht édpioverhent
spirat p tShbehext [eyell G'he anslof RevAdRa i<C I i hhe o
impr e 00 Mheel ]Ehe abo§3 def | RRe Yt iy ?ér%"{cﬁ‘hlé ‘ﬁl%sfuéﬁined
b 111) i nvent i onCare SGesHREHEo nlhen énproveraes ezet oimPDGAchange the
chavigrofeemployeendaavioisshé QltedRas Al &l RN; spiral,
whi ch pushes an organisaﬁ?ﬁ% tomg §8§§EF§§%1ass. It
is applied as follows: Plan = ~ Define the | nprovenent

PDC&ppd Businedsi RransfOrmbitioaMgiegoal s and defi ne how success
e asured. 17 Do = ~ Carry out inprovenents as
13§

W b
Wllh%)ypaléﬁir\@ad eming proposed the now famous PDCA cycle. 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 it “ the Shewhart Cycle” and the J apanese call it: “the Deming Wheel”.

The above defined levels in the instant invention are designed on the principles of PDCA
cycle. It endeavors to create an improvement spiral, which pushes an organisation
towards World Class. It is applied as follows:

Plan =
0 Define the Improvement Opportunities.

0 Firm up goals and define how success will be measured.



N Inpl ement the change  Use Quality Franmeworks and

I nterventions Check = ~ Observe and Anal yse Results #

Study the results and signs of progress Act ="

St andardi se and stabilise the change ” Review,

Recogni se and Reward * Re-egtablish the target and

Begin the cycle again Figure 4A shows the above

pictorially. Figure 4B shows the PDCA cycle coupled
Do th the continual inprovenment |adder. Furthernore |ike
~ a product, or service, all Quality Methodol ogi es have a

qi EWOWQYWTWHIMGM fecycle is critical for

P UEhSIBARKEHhOEhdHERr Ovenent s in an organi sation. The

vi sual i zation of stages of a Quality Framework is

¢ elise Ruglity dramenspnks aed Itesvensions Qual ity Framework t hat

has to be adopted by an organisation. An organisation

cannot reach world class just by adopting one Quality
CheglpThodol ogy / Framework. It can only be achieved by

@n@g@ﬂ,@&@gﬁawgvf@gsggg ng the power of various Quality

Met hodol ogi es. " The i nstant invention has been

Qs Ay theresnliviand siens ef popwsti ve in nind. It provides a

ready recipe for noving to the next Level in tinme so

that the organisation does not land in itself a
ActPec| i ne St age leading to an Inprovenent Vacuum The

d NSh@RdisP 2Pstaifisd 1€ chdhyention is that the Quality

Framewor ks have been t%rgaded in such a manner that it

% %Vlﬁ‘BtRe‘-‘é’lgPJéW%Ré‘W@fdna;ati onftou!a?intdyi nan

t. @9!!'[' .

do?géaﬁ?tggﬁlc?ﬁé/i S t%%ﬁg%veﬁ%gﬁ%g?/ﬂti nmely intervention

t hrough the next Quality Methodol ogé. 13 Kefzﬁi ng the
iguRY [ ' ] he invention divides e
& deve%mﬁfg%%@%ﬁt%gténi zation into the four |evels of

gradual and seam ess inprovement described above.
FiguAf4B¢hodRIhYEDOG, dyRf c%hﬁl'é@ i tﬁé‘sﬁﬂﬁeﬁiiﬁg}dv%eﬁﬂa&cﬁgns

of the attributes of the |evel ere the organi zation

currently stands, it is decided whether the

Furttefigémi iRk | @NpRAGES of OseMAEK all Quality Methodologies have a life.
Understanding the lifecycle is critical for sustenance of improvements in an organisation.
The visualization of stages of a Quality Framework is required for charting the next
Quality Framework that has to be adopted by an organisation. An organisation cannot
reach world class just by adopting one Quality Methodology / Framework. Tt can only be
achieved by enmeshing and leveraging the power of various Quality Methodologies.

The instant invention has been established with this objective in mind. Tt provides a ready
recipe for moving to the next Level in time so that the organisation does not land in itself
a Decline Stage leading to an Improvement Vacuum. The inherent power of the invention
is that the Quality Frameworks have been threaded in such a manner that it does not
allow an organisation to land in an Improvement Vacuum. The decay of quality in an
organisation is thus prevented by timely intervention through the next Quality
Methodology.



nore on those attributes or has it reached the desired
state. The standard values of the attributes and the
present readings of the attributes can be stored on any
conmput er readabl e nmediumfor records and ready
reference. To achieve a parig cular level, according to
readi ngs of the attributes, the instant invention
provides a suitable mx of quality nethodologies The
Kechifg ! @Bt a1ARRAEARMSHC QRG] §ES
eegtg es of agﬁ%o ne%%ﬂafﬁ%nukgﬁugﬁ?za oﬂm ﬁ?%ﬁ#Wﬂﬂn of an
Ofgapta"ﬁ@@fsln@?]thehf@ub@tlg of fgraduel mdtsemblﬂ:‘ssasnmmbnmﬂssmbed above.
AftePROMYARs 812 stARRIFAR
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mo @QHIM e MriBliel QP 1S tN 1309
<SS 8 00RO RN LS el 0SKIND s of e
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eadﬁﬁl@%ﬁ‘edﬁﬂ id ?gc Hk vefit Lon i s
ot Timted t EEB% %%E%r—r%gdgﬁ{ﬁgﬁ?ggmﬁﬁ fgﬂ%lr %Clcﬂrdmg
to repdings \Pafrth%\taﬁﬁhgteﬁm‘sbe kmstmtdlethmhlmowﬂdfsea sobgde and of quality
meti®RbloblesOf the acconpanying clainms w thout sacrificing
the princi pal advantages of the invention. 19 ANNEXURE
"A'" Baldrige Award: An award establi shed by us Congress
The lifstab? @ ateruE %lo iSUehENE t o&at.,an
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apprl)]?i’éi‘@ rc%ﬂl'bﬁlatlHﬁ &{Ofhel fﬁE@fbHﬁB%@Q odNfle BRR! ¥BiSa gt%nbu% :[n a
annln human r esour ces usi ness process nmanag
Pref@rqqda%b imente éhel 2kpvarPPaEEE onast bé oy somputing b aﬁm-compmmg
devi&enchmar ki ng: An i nprovenent process in which a conmpany
nmeasures its performance against that of best in class
conpani es, deterni nes how those conpani es achi eve the
In arR@ict BBBNAR t s v
R O B Y 4767 ey 5o 0! R T R AR
government and industry stakehol ders wote BS7799 to

It vmﬁqgécﬁ‘ﬁfsoe é;ifib&&'idf@& bP MR SKIEd Yo FRMAGKHERAL 8&6%@1#%ventlf)n is not

i ncl udi ng fraud, industrial espionage an
limitgd &o,the specific embodiments shown herein. Thus variations may be made within

the scope and spirit of the accompanying claims without sacrificing the principal

advantages of the invention.



Busi ness Process Reengineering: The concentration on
the inprovement of business processes that will deliver
outputs that will achieve results neeting the firms
objectives, priorities and m ssion Capability Maturity
Model : A framework that desgribes the key elenents of
an effective software process. It is an evolutionary

i mprovenent path froman i nmature process to a mature
di sci plined process. ANNEXIIRECAvers practices for

pl anni ng, engi neering and managi ng software

Balditipeehwprik nAn anerdraitalieRanse USWGTirdse ih 9uet d H@s%eawar ness of
quality &GdnhE@BertNEHIOMR oS AN 'cb&idan@és {hla ha\% ﬂe@ %ﬁ%éeSQZﬁﬂ

qualﬂ?%&mﬁ &ﬁaéﬁteﬁpr'f&oé?f(?f}% 'ng % Lé %é’ ation and
analyHiOQH MU €s, PIERSS: fhap emept, fwnc:lal
an
“”u%§%%Q$‘§?:§ﬁ§hg%%§¥§ ﬁgﬁ ygten1of life cycle tasks
ur| t he earl concept stages. Cost of Quality: The
Ben“— A&fm?l?fﬂ " BlitCCwdRs Ghs REPRANE dUSAFUIRS 17 prfodinagee
aga plas cemRaniss, deferminesebow Shesei eominaales @akikve the

Perf%lﬁ{l Fvelsrmd B§5p Hiedaformatia to dmatdvs its own pedfohminge el 0
control quality. Supplier Quality Assurance: The

BS 738%r oach to quality inmprovement to build quality into

Britisth eopmetes t @ vamehenie ravid Ciggustiyr ﬁﬂkéﬂﬁme&y wote UBSW79©r to 48dress

inforfragoie heciidityh @thna gdnddnt ti¥su@ AhOIO&IHE NFale Vﬁhﬁﬂﬁ %;310nage and
physfeandiéditer. Taguchi which calls for of f-117ne quali
control, on line quality control and a system or

Bumﬁé@?ﬁb gl to |nprove quality and reduce
The %09_@ at %ﬁ ehmgp%%%n ené lmswggs ]?rlﬁgesgqgttﬁ%émﬁ% 1 d%\f./l‘la)fl’?sdthat
will acé_h Ve ﬁeds(gﬁ% meFtrl&ﬁ %’\9 JGF fivesppriorities 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
organisations 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.

Statistical Quality Control:
The application of statistical techniques to control quality.

Supplier Quality Assurance:
The approach to quality improvement to build quality into the products and services
provided by a supplier.



A qual ity managenent systemfor telecomindustry built
on |1 SO 9000. Custoner Rel ationship Managenent: An
approach to | earn nore about custoners' needs and
behavi ors to devel op stronger relationships with them
Dem ng Prize: Award given agnually to organisations
that, according to the award gui del i nes, have
successfully inplenmented conpany wi de quality control
Tagilodd iethod:st ati stical quality control. Design of
Qualkty petgineerihg | dedelapad byyGeaei Thakhidealch Wikshfdp! kL huality
cont®DIEd QiEhlityR Bkt AR adfStemMrehBEShbRgl @&fgnrtglﬂnggov uality
and de@8decobi@. eval uate the factors that control” valu ofeqa
paranmeter or group of paraneters. Design for Six Sigma:

The(ﬁ? YL tfor desi gni ng new products or(%ﬁ/}&}/i ces and

hiht! OF d€ ng New | .
1 d B ARt 0 X Si initiative. Sigma C A
Iti %%%%ng%ﬁ%dgﬁwaif b YRR D it SR Brlic SR g SpYOmYr VRS
MPIBYEe@eses as required by customers. FS 9100: A quality
managenent standard devel oped for financial services
TL9088ustry. Hoshin Pl anning: A Japanese strategic
A quglirmanagepesestemifor talecarh iadusoyrpaityond8@e200ps a Vi si on
and works out relevant goals and work plans. 1SO 9000:
Custbndea R dlatioafshipVianagdneémal qual i ty nanagenment standards
An #ppebaghlit6l edari @soré RBSutr REdoRRES mBedsHRIPBEhatRRASONGHRIP Stronger

relatRhQEPECHItREhesLr Vi Ce quality in the international contex
but can be applied by organisations world wide to

pLizfarticular situation. Total Productive

1aNca; uality approach t.argeted towards upke
ey ARG, O o BE 0Bl 1555 o BeF LBl B
succeéégl{l‘ﬁ?olln}p emented company wide quality confrol based on statistical quality

contro

Design of Experiments:
A quality tool that deals with planning, conducting, analyzing and interpreting controlled
tests to evaluate the factors that control value of a parameter or group of parameters.

Design for Six Sigma:
An approach for designing new products or services and is a part of Six Sigma initiative.

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.

ISO 9000:

A family of international quality management standards and guidelines that reflects a
global consensus on product or service quality in the international context but can be
applied by organisations world wide to their particular situation.

Total Productive Maintenance:
A quality approach targeted towards upkeep of machine in a manufacturing company.



A systemthat integrates quality devel opnent,
mei nt enance, and inprovenent of the parts of an
organi zation. It helps a conpany econonically
manuf acture its product and deliver its services.
Total Quality Management: Ayy approach to build quality
an organi sation enterprise-w de using elements such as;
| eader shi p, participation, training, costs and so on.
Tot Eﬁ¥QQQQEHﬁkNanagenent: An approach to look at a
A systeaithet infegrites quatity deyelepoheht; onintdandd, ami intprb¥ement of the parts
of ar orgeajzeticy. ilskdps & bémpary dcenshiesllyt MeniTadtereafs dﬂr@@uct and d%iver
its seygeoner. Zero Defects: A quality approach devel oped by
Philip Crosby that states if people conmt thensel ves

Totd1Qulity MAtthgdleai:! s and avoiding errors, Fhe canI nove
An SIR&RA tboodiﬂae?&%l ;@for s‘iﬁ%n] glgt%%ﬁg%—g/:igqgré" A.e%g{f‘ Ly chys:
OREH; oseph Juran o P giradicaas;
leadaﬁﬁgh i ﬁéﬁ%@éggig% r&fs?;% aRSfPng, quality control and
V'hﬂHﬂ%éHX pmorovenent. Just in Time: An approach to
2 A\ %ﬂ%ﬂﬂﬁég&aensures opti mal pl anning systemfor a

ﬁeﬁﬁ%@tﬁ%@ 'i“i; %an Pdyeiciamily gnden el from e fime [ifi i theceptuatieed till

HEREOmMEr- t he nanufacturing site or no
i ncom ng inspection. Kaizen: A Japanese approach to
Zerq Rpfeeisenent popul ari zed by Masaki | mai that focuses on
A quabiynappradch tdeeelobddnigs Phigibt@ostynbaaehbey IBSh1BIcBRE themselves
to wattlingl detdis arfd aveidBig ks, thé cah MBINISRL QUNe %&{1 oWQ{JéP ace
organi sation to inprove workplace efficiehcy. Lean
Juraldifoget uring: Initiative focused on elimnating all
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i i rogranme requirenents.
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An approach to improvement which ensures optimal planning system for a manufacturing
process in which there is little or no inventory on hand at the manufacturing site or no
incoming inspection.

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 organisation to improve workplace efficiency.

Lean Manufacturing:
Initiative focused on eliminating all waste in manufacturing process to target zero
inventories, zero waiting time and continuous flow.

MIL — Q — 9858A.:
A military standard requirement that describes quality programme requirements.

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

Process Improvement:
The application of PDCA cycle principles to improvements.



Poka Yoke: A Japanese phil osophy of preventing defects
fromoccurring in processes and nmachi nes. Process
| mprovenent: The application of PDCA cycle principles
to inprovenents. 22 SMED: An approach for reducing
tool changeover tinmes facilpjsating increased capacity,
smal | er batch sizes, |ower inventory and reduced |ead
times Value Engineering: Value engineering is a
SMERDnNcti onal anal ysis nmet hodol ogy that identifies and

An @ptcach $ort REuBBS tool \CAMER oA GhA AL gﬁtiﬁ (i JEREY Q&pacity, smaller

i
batcH i€, IoWe® inRhRFE §SERduSHSE nd program
alcdocurrent atnil onWPul I ISlyst em esal nprovenent approach

Vald netird?. alternative to scheduling individual
r.QcC: 2S T i gh the custoner process wthdraws the
VahReBiaRetin i o o s 1ot oey Tiapeninecs aeppless iy bes
valu pzrﬂoegléasf]sve 5?%‘%5’(%@’ TP TS| EAGess Misiemsvesd mragrem aaeumentation.
enefit Cost Analysis: An approach that facilitates
Pull Systemiat i on of the rel ati onshi p between the nonetary
An iggrgvegent anpsvasheviticnt amalionpitioy enwheduing ihQiidBNSbEsYes, in
whichghe) ugémetprobenetithdrawe ieekegs yetdsefromMEEEARREL and the
supphygngdprapdshprodubes to asedisiwhaerisoeilirdrocess Managenent
The met hodol ogy of applying tools and techniques to a
Bengdit @R 6AnhEsisnpl enent and i nprove process efficiencies
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T YoV achigyed by the

Manags ..I'he, over seei ng. of.’p
anrensuréms) e‘lmr qﬁlgf isaﬂ/etérﬁap?rilﬂ iness. This includes

bot roactive and reactive actions. QS 9000: A quality
Process E‘lﬁ&mm& andard devel oped by the big three
The logy sof gprlying toglst anfbtdchriqrasctoon . process to implement and
improve process efficiencies hold the gains and ensure process integrity in fulfilling
customer requirements.

Process Performance Management:
The overseeing of process instances to ensure their quality and timeliness. This includes
both proactive and reactive actions.

QS 9000:
A quality management standard developed by the big three automakers for 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 voluntarily by a 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.



(EDS Standards: A quality standard devel oped by US
Standards Group on Quality, Environnent, Dependability
and Statistics. Quality Crcle: An approach to Quality
i nprovenent carried out voluntarily by a small group of
by enployees. Quality Engiggeri ng: The analysis of a
manuf acturing systemat all Stages to maxim ze the
uality of the process itself and the product it
XU€$$&§@@M83 QUEST Standards: A partnership of
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standard TL 9000 for telecomfirns. adenent :

Qualigy BpEBahet al | activities through a systematic and
rrovenent, above

Mar@ s R - tinual .| )
B TR gﬁfgﬂ%ﬁ%ﬁ mage g delermiicitooun,en poyinual
stamF@ agehent ~ standard. - COB TR by obpraw ayakisy mepagement
nformati on and rel ated Technol ogy): CoBIT has been
CoB Vﬁ| oped as a generally applicable and accepted
0 fa( §airal @bjechyesdor [rfosmation and Teated T @hyoloby)) security
CoB él}a% OREY B¢velimsdtasce genealty giplivalde sind deedédeie@iard for good
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for continual inprovement in an organization, said
nmet hod i ncluding the steps of - classifying stages of
devel opnent of the organization into various levels in
a hierarchy ranging fromlower to higher, wherein said
classification is done by applying a plurality of
attributes at each level, - applying one or nore of
known qual ity nethodol ogi es at each | evel



wherein: ~ for |lower levels, the nethodol ogies

sel ected, aimat achieving desired physica

i mprovenents, ~ for higher |evels, the conbination of
nmet hodol ogi es sel ected, additionally aimat process

i nprovenents at that |evel ,of for the highest |evel,

t he conbi nati on of nethodol ogi es sel ected aim at

achi eving customer satisfaction and reducti on of

eﬁ ects, the said nethod noving froma lower to a

Igher level to increase the quality / performance

l evel in the organisation. 2. The nethod as clained in

cl @i erei.n _t.he organi zati on conpri ses, ,busj ness. .
Tor %a]ﬂ%té%(tl %rnéo,nné“é%le%?ﬁ%‘%?leﬂgﬂli 5 ?rgéﬂggté‘tni’ SR method ncluding
i nteisteps e, research | aboratories. 3. The nethod as
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claim1l In:.the attributes at hi r Jevels are
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basic |.gy g-, substantially conprise: a). attributes to
measur e and ‘avoi d wast age for managi ng goods and

services usetbrdowpr Gelsethe tpthoddlbgicd yéleged,dim at achieving
prophyl acti ca ngui-ring i nto probl em causes, with

t he intentiog&%Fgg %%%tgwngW?ﬂﬁﬁating such probl ens,

25 c). polixci &5 lipbdr ldeéls,nkhe hombimgioar gfamicthatiblopicvaelssted,
and t he procedur or. inplenmenting such licies, d).
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2. The method as claimed in claim 1, wherein the organization comprises business

organisations, government bodies, educational institutes, research laboratories.

3. The method as claimed in claim 1, wherein the attributes at lower levels are used

to define and measure the physical workplace specifications.

4. The method as claimed in claim 1, wherein the attributes at higher levels are used

for performance measurement.

5. The method as claimed in claim 3, wherein said attributes at the most basic level,
substantially comprise:
a). attributes to measure and avoid wastage for managing goods and services
used or produced,
b). attributes for prophylactically enquiring into problem causes, with the

intention of solving / eliminating such problems,



include attributes for: a) standardization of al
processes, b) identification of core processes in the
organi zation, c) putting neasurenment of Quality,
Delivery and Cost in each of said core processes, d)
positive trending in neasurggent of said Quality,
Delivery and Cost for said core processes, e)
ascertaining the key vendors and putting neasuremnent

or Sluor 2ok B8 U¥ER by BS bRz Hatesindaha Mycedures fo
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del i verpqnaslm mee:teigswEvyewso be at |east 95% c)
measurenent of quality cost, said quality cost to be
10% of the processing cost, d) measurenent of process
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250014 gtt Btgclpre in a Business Excellence Mdeél, said
scorél%1 5t f'east 30% 26 8. The method as cl ai med

in claim 1 V\herel n the attributes at the highest

DT Brd AR 4 BrERER 0% 'b) “measurembnt of o
t i e idbetifivaion of saredhro@issed 6 ’ghetoﬁg%&aﬂ&n | eas::og?%beC)S% of
'rd B EE ke Rrel 0 QAR DB AP o 6 et of said Core
ef fi picgpgsgs,| evel s, said proficiency | evels be at |east
40(%’ positive trending in measurement of said Quality, Delivery and Cost for said
core processes,
e) ascertaining the key vendors and putting measurement for Quality, Delivery,
Cost and Service for the products and services of said key vendors, and
f) positive trending and measurement of improvement in said Quality, Delivery,

Cost and Service for said key vendor products and services.

7. The method as claimed in claim 1, wherein the attributes at next higher level

comprise:

a) measurement of first pass yield, said yield to be at least 90%,

b) 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,

d) measﬁrement of process efficiency levels, said proficiency levels be at least
25%, and

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



e) score in service satisfaction, said score be at

| east 40% and f) score in a Business Excell ence Mdel,
said score be at |east 60% 9. The nethod as clainmed in
claims 7 and 8, wherein said Business Excellence Mdde
conprises Mal col m Baldrige bigtional Quality Award,

Eur opean Foundation of Quality Managenent, Dem ng
Prize, Australian Business Excellence Framework. Etc.
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of devel opnent of the organization into four |evels.
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11. The method as claimed in claim 1, wherein said classification is done at four

levels.

12. An apparatus for continual improvement in an organization including:

- means for classifying stages of development of the organization into
various levels in a hierarchy ranging from lower to higher, wherein said
classification is done by applying a plurality of attributes at each level,

- means for applying one 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 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,



- classifying stages of devel opnent of the organization
into various levels in a hierarchy ranging from|l ower
to higher, wherein said classification is done by
applying a plurality of attributes at each |evel, -
appl yi ng one or nore of kngpn quality nethodol ogi es at
each | evel wherein: ~ for |ower Ievels, t he

nmet hodol ogj es se| ect ed, a|n1at ie in desir :
physﬁ%‘élm‘%h%jr BEHENTYT anloyisy 7 B EF%mC’Eeﬁ%e fhe quaity /

conbbaghhgﬁcgkvgghmQQQgggmﬁ§nseIected additional ly
aimat process inprovenents at that level, ~ for the

hi ghest | evel, the conbination of nethodologies
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performance |level in the organisation. 15. A conputer

readabl e recaordi ng iumfor_storing data, said data
1¢ oispimanisgreadstl it PERUPEPT YPHRHG CORBIEE Riggram (0 cause a

C OB uBdr G comtirfh B ﬁh}furbkf@ &n 5ﬁg§1§2ﬁldhfand®‘éﬁbﬂﬁ ﬂ’ﬁ:rﬁtep@ fofit he
organlz%tlon into va s | evels in

rangi ngc qlsrsg}ﬁngé%gﬁs 9 el‘f? H@Fnt qmcérg?plg }o& 1nto Va}/lous levels in
classi f4 aRkdroly kdgidofembywap Yﬂgihgr avliprelh ashidt yasification is

attri butes _at ch | I f
enown i o yoRBiHserbedt SRR Al i ner oi A

for LOV@@I}‘lg’g &ns éh o i adphagiedits ehabbdddogied a @hch level
aChIEVInﬁ esired physical inprovenments, ” for higher
| evel s YA€®®onbi nati on of net hodol ogi es sel ect ed,

addi tional Iy gdrModer Mv@k‘seﬂﬁ: ineioaviepRe tseleated ! hiat al astédving
28 ~ for the |gh§§% t he conbi nati on of
met hodol ogi es 9&¥| 83“‘§PWP¥?n§3ﬁleV|ng cust oner

satisfaction @cﬁdlufgﬁﬁuléﬁlblgnﬂﬁf caedigdtion, of mmiddbg)gfdsosﬂ@ted
| ower to a hngg vel to increase the g 9% ]X L
perf or mance | a4dHoRally atm appigses Lgpiogfments at that leve
= for the highest level, the combination of methodologies selected
aim at achieving customer satisfaction and reduction of defects,
said method moving from a lower to a higher level to increase the quality /

performance level in the organisation.

15. A computer readable recording medium for storing data, said data comprising
structures for performing the steps comprising:

- classifying stages of development of the organization into various levels in
a hierarchy ranging from lower to higher, wherein said classification is

done by applying a plurality of attributes at each level,
- applying one 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 methodologies selected,

additionally aim at process improvements at that level,



16. A nethod for continual inprovenent in an

organi zati on substantially as herein described wth
reference to the acconpanyi ng drawi ngs. 17. An
apparatus for continual inprovenent in an organi zation
substantially as herein de8cribed with reference to

t he acconpanyi ng drawi ngs. 18. A conputer readable

recordi ng medi um for, storing a conputer programto
cause a coffpuethe kighesh dsvis], they ‘3911}%?189 @@%gﬂoéglo gies selected

organi zati on sypsiamtib@ahg ¥uAsneaeifictidased rdiRdtiombt defects,
reference to the acconpanyi ng, drawin ?. 19. A copput er.
readapléngﬁ%%r@Wﬁgan@&Fﬁ Of Br | 1@%ﬂﬁ% dﬁt3¥”§§?d%gawghq’/
gggpr! E Iﬁggfontﬁéﬁ{cuqe]gw BSths Ufg%lﬁ@ﬁﬁd@' Iy as herein

cribed w refere [ i
16. A method for continual imggo%em%ntt ﬂl%f&%%qggggg gll staldl‘[igl\fgf ng Rérein

described with reference to the accompanying drawings.

17. An apparatus for continual improvement in an organization substantially as

herein described with reference to the accompanying drawings.

18. A computer readable recording medium for storing a computer program to cause a
computer to continually improve an organization substantially as herein described

with reference to the accompanying drawings.

19. A computer readable recording medium for storing data, said data comprising
structures substantially as herein described with reference to the accompanying

drawings.



