Measuring Product/Service Quality

(Keeping Score, 1996, Mark Brown)

Key quality variables

· Quality measurement dimensions are defined based upon factors that will delight customers

· Collect data on sufficiently large samples of products/services

· Assign an importance weight to each quality dimensions, based upon the relative importance of each to customers

· Summarize product/service quality data into aggregate indices such as an overall quality index

· Set standards for product/service quality levels based on customer requirements and quality levels of world-class organizations’ products/services

· Use objective third-party product/service quality data to supplement internal data

Attention to Detail - simple formula for success…leave nothing to chance. Breaking down products and services and identifying measures….unique to individual needs

Quality is not just goodness

· Accuracy – most common quality measure

· Completeness –checklist approach – fairly common

· Conformance – how well the product or service meets specifications

· Innovation/novelty – very important for some products & services

· Class – aesthetics, appearance, and use ability – appeals to the buyers emotional level

Quantity and Quality Measures – The quantity or number of products is as important a measure as the quality – output.

Sample Report Card


Measure


Weight
Score

Weighted Score

Accuracy (no defects)
20%

64%

12.8


Completeness

20%

77%

15.4

Timeliness


25%

82%

20.5

Consistency


15%

62%

9.3

Reporting Quality

10%

70%

7

Client Relationship
10%

56%

5.6

Total Score for the Month



70.6/100

Goal: 85%

YTD 68.7%

Last year June: 66.5%
