
TOTAL QUALITY MANAGEMENT

EVOLUTION ðREVOLUTION - ENLIGHTENMENT

Professor Mohamed Zairi
Executive Chairman of the European Centre for BPM

Emeritus Professor (University of Bradford UK)
4/26/2019 Prof. M. Zairi



4/26/2019 Prof. M. Zairi



4/26/2019 Prof. M. Zairi



4/26/2019 Prof. M. Zairi



4/26/2019 Prof. M. Zairi



4/26/2019 Prof. M. Zairi



4/26/2019 Prof. M. Zairi



(SW = Software)
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The Age of
Insight Energy
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The Machine that 
Changed the World

The first book to reveal 
Toyota's lean 
production system that 
is the basis for its 
enduring success.



Key Message

Lean Production requires all organizational elements and 
relationships to be in harmony with the production 
ǇǊƻŎŜǎǎΦ {ǳŎŎŜǎǎ ǊŜǉǳƛǊŜǎ ŦƻǊƎƛƴƎ ƭƻƴƎ ǘŜǊƳ άǿƛƴ-ǿƛƴέ 
relationships with all stakeholders.

Employees

Suppliers

Customers

Shareholders

Dealers

Recyclers
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ЬтвЛЮϜ пЯК ϾтЪϼϦЮϜ дмϸϠ ϢϸмϮ Шϝжк ϤЂтЮ
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ЈЧжЮϜ ϢϸмϮ





Voice of Customer
Origins

The concepts and 
methodologies of VoC
were first outlined in a 
Marketing Science paper 
published by Griffin and 
Hauser in 1993

Source: https://www.linkedin.com/pulse/origins-voice-customer-shaun-summers 4/26/2019 Prof. M. Zairi



Voice of Customer
Origins

"...a product-development 
technique that produces a 
detailed set of customer wants 
and needs, which are 
organized into a hierarchical 
structure, and then prioritized 
in terms of relative importance 
and satisfaction with current 
alternatives."

Source: https://www.linkedin.com/pulse/origins-voice-customer-shaun-summers 4/26/2019 Prof. M. Zairi



Hauser and 
Clausing in 1988 
(The House of 

Quality, Harvard 
Business 
Review).
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Customer 4.0  ðA Continuum Towards Happiness Impact



Customer Experience ςAn Emotional Journey
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Customer Experience ςAn Emotional Journey (From Engagement to Total Empowerment)
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ϣЯЊЮϜ ϤϜϺ пЧϠϦ

 ϾтвϦЯЮ сЂтϚϼЮϜ ЙТϜϸЮϜ ск ϢϸмϮЮϜ

ϢϸϝтЧЮϜ ϣЊ϶ϼ ск ϢϸмϮЮϜ

ЬтмϲϦЮϜ ϢϼϸЦ

 ̭ϜϸϒцϝϠ ϾтвϦЮϜ ̭ϝжϠ

ЯтмϲϦЮϜ ϢϼϸЧЮϝϠ ϼϪϔвЮϜϣт

ϜϼАЎъϜ ϼЪУϠ ϾтвϦЮϜ ϣвϜϸϦЂϜϞ





How Far Can We go?
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A Likely 

Possibility?
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ϼЊϠϦ
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The Power of Insight

Customer Insight means 
better understanding, 
better focus, more 
engagement, a higher level 
of empowerment and most 
importantly meaningful 
and fulfilling experiences.
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