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Abstract 

The two kinds of quality management – ‘old’ or classical quality management and ‘new’ quality 

management are analysed. The aim of classical quality management was to analyse errors and 

eliminate their causes and associated variation by improved product and process design. In recent 

times a number of major changes have taken place resulting in increased volatility in key areas of a 

business, which ‘old’ quality management has difficulty in addressing. These changes are being 

driven by competitive pressure, the need for improved results from the financial market and 

increasing shrinkage of buying points. This has lead to pressure on prices, performance and 

innovation and the need for increased flexibility, agility and economics of scale, with a concentration 

on core competencies within the business. This situation demands a ‘new’ form of quality 

management. The paper examines the main problems caused by these changes in terms of improved 

longer term relationships, softer influences on customer satisfaction, growing importance of software, 

and closer cooperation between internal functions and externally between supply chain partners. 

 

Keywords: Quality, Management, Classical quality management, New quality management, 

Relationships, Customer satisfaction 

 

References: 

 

[1] Crosby P.B. (1979) Quality is free (New York, New American Library) 

[2] Deming, W.E. (1986) Out of the crises (Cambridge, MA, MIT Centre for Advanced Engineering 

Study). 

[3] Fiegenbaum, A.V. (1961) Total quality control (New York, McGraw-Hill). 

[4] Grabowski, M. and Roberts, K.H. (1999) Risk Mitigation in Virtual Organizations, Organization 

Science, 10 (6), pp. 704-721. 

[5] Juran, J.M. and Godfrey, A.B. (editors) (1998) Juran's Quality Handbook, fifth edition (New York, 

McGraw-Hill Companies). 

[6] Nakamura, M., Sakakibara, S. and Schroeder, R. (1998) Adoption of just-in-time manufacturing 

methods at US- and Japanese-owned plants: some empirical evidence, IEEE Transactions on 

Engineering Management, 45 (3), pp.230-240. 

[7] Pine, B.J. and Gilmore J.H. (1999) The Experience Economy (Boston, Harvard Business School 

Press). 

[8] Price, F. (1984) Right First Time: Using Quality Control for Profit (New York, Gower Publishing 

Company). 

[9] Roberts, K.H., Desai, V. and Madsen, P. (2004) Organization Reliability, Flexibility, and Security, 

in: E. Kossek and S. Lambert (Eds.) Work and Life Integration, pp. 85-102 (Mahwah, NJ, Erlbaum). 

[10] Snape, E., Wilkinson, A., Marchington, M. and Redman, T. (1995) Managing human resources 

for TQM: possibilities and pitfalls, Employee Relations, 17 (3), pp. 42-51.




