Kvalitetstyring i praksis — fra teori til suksess
Sidsel W. Storaas
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Kultur og struktur
sa folk og team blir suverene
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Leveranse

Kvalitet =
Forventning
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Trippelrollen

Kvalitet i leveranse
En kunde av leverandgrene dine God kommunikasjon

En prosessor som jobber

st En leverandgr til dine kunder Godl heasiilling!
Tycelig og avklart torventning

Klare krav!
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Fremragende leveranser — hva skal til?

Hvordan skaper vi verdi?

Verdi o Behov

Ressurser



IV dere? Hva forventes?

og formalet?
dene?

v» deres leveranser?
res leveranser?
leveranser?




Kundene — hva mer?

Et godt produkt, god service, riktig pris
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Dr. Joseph Juran

Observing many companies in
action, | am unable to point to a
single instance in which stunning
results were gotten without the
active and personal leadership of

the upper managers.

— (]&scfzh M. Juran —

AZ QUOTES
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NO ONE IS AGAINST QUALITY

ubject of motivation for quality also presents a
contradiction: No one is against quality! No one,
gers, supervisors, nonsupervisors, the union. The

1itradiction arises because the word "motivation"
e meanings. Unless we make clear '"motivation for
neaning is certainly incomplete. Notice three of
tiple meanings:

¢ Q

1 Motivation for quality in the sense of conforming to
quality specifications and adhering to procedures. We
ill call this "motivation for control."

2. Motivation for quality in the sense of improving
quality, of finding ways to reduce the incidence of
defects and reduce the associated costs. We will call
this "motivation for improvement."

3. Motivation in the sense of "involvement' with the
company. Such involvement can relate to all parameters,
including quality. It can also take a variety of forms:
interest in the goals of the company; willingness to
help the company attain those goals; acceptance gf the11
company's policies, standards, procedures. We will ca

this "motivation for involvement ."

«No one is against quality»




NO ONE IS AGAINST QUALITY

The subject of motivation for quality also presents a
strange contradiction: No one is against quality! No one,
not managers, supervisors, nonsupervisors, the union. The
strange contradiction arises because the word "motivation"
has multiple meanings. Unless we make clear "motivation for
what'' the meaning is certainly incomplete. Notice three of

these multiple meanings:

1. Motivation for quality in the sense of conforming to

quality specifications and adhering to procedures. We
will call this "motivation for control."

2. Motivation for quality in the sense of improving
quality, of finding ways to reduce the incidence of
defects and reduce the associated costs. We will call

this "motivation for improvement."

3. Motivation in the sense of "involvement' with the
company. Such involvement can relate to all parameters,
including quality. It can also take a Yar@ety of forms:
interest in the goals of the company; willingness to
help the company attain those goals;
company's policies, standards, procedures.

this "motivation for involvement ."

acceptance of the
We will call

«No one is against quality»

Hva er det vi trenger kvalitet til?
Kontroll — forsikre at alt blir gjort rett

Utvikle — oss selv, de ansatte,
organisasjonen, produktene

Vekst — skalere verdi, men uten
problemene, gjennom a involvere de
ansatte?
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Slik pavirker kvalitet bunnlinja

Kundens stemme

Effektive og virksomme
prosesser

Rette egenskaper

Konkurranse- Markeds- Raskere

dyktig pris ledende giennomlgps-tid LR e

Mindre
omarbeidelse

Hgyere salg St@rre gevinst Lavere kost




Hvordan «systemet» fungerer

" Planer
.Stru ktur
 verktgy

BILLIG

Erfaring

Risiko
Fravik
Endringer

Krise

Avvik

Hendelser

Leerdom

Hvordan laerer vi av unntak? DYRT
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3 E Encourage, Empower, Enable
X Oppmuntre, Bemyndige, Aktivere
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MINDRE
SLOSING

BEDRE FLYT

Gir en “strategi for kvalitet” en fordel for organisasjonen?

FORBEDRINGS- @KT KUNDETIL-
KULTUR FREDSHET




Helhetlig, integrert
prosessbasert
styringssystem

Alle aktiviteter i Alle relevante standarder
organisasjonen og juridiske forskrifter
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Hva skjer egentligi en prosess?

Hvordan flyter prosessen din virkelig?

Det du tror det er... Hva det faktisk er ... Hva du vil at det skal vaere...
<ol
smal sl 1
T
-9~ .
ﬁ Hvordan gjor vi det?
’ Eliminer slgsing ved a
- fjerne ikke-verdiskapende
aktiviteter!
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Hva gjgr de som lykkes?

Tydelig strategi Involverer de Mal og Samhold/fellesskap
ansate ansvarsomrader

Kontinuerlig Evaluerer prosesser Apen og IaereV|II|g Unntak er positivt
forbedring kultur
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