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Total Quality Management (TQM) Process Flow 

Voice of the Customer 

New Product Introduction 
Prevent Defects = No Dissatisfaction 
• Durability  / Reliability Quality 

and Design 
• Control of Variation 
• Change Management 
• Risk Mitigation 

Corrective Preventative Action 
Fast Response Action 

• Be sensitive to market quality 
and act quickly 

• Effective prevent recurrence 

Knowledge of Quality and Technology 
FMEA – FTA – QFD 

APQP 
Quality Concerns Database 

Lessons Learned 

Never Ending (Relentless) Continuous Improvement 
• Accumulate knowledge continuously 
• Get closer to the Voice of the Customer (VOC) 
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Total Quality Management (TQM) 

1. Customer Focused Organization 

2. Leadership 

3. Involvement Of People 

4. Process Approach 

5. Systems Approach To Management 

6. Continual Improvement 

7. Factual Approach To Decision Making 

8. Mutually Beneficial Supplier Relationships 


