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American Society for Quality: quality can have two meanings: (1) the characteristics

of a product or service that bear on its ability to satisfy stated or implied needs and (2)

a product or service free of deficiencies.
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Quality should be aimed at the needs of the customer, present and future.  ®
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% of sales
(£000s) (£100 million)
FPrevention cosits
Qual ity training 1000
Supplier reviews JIDD
Quality engineering 400
Preventive maintenance 500
2 200 2.0
Appraisal costs
Inspection of materials received 500
Inspection of WIP and completed units 1000
Testing equipment 300
Quality audits 800
2600 2.6
intemal failure costs
Scrap B0O0
Rework 1000
Downtime due to quality problems SO0
Retesting 400 2800 2.8
Extemal failure costs
Retums 2000
Recalls 1 000
Warranty repairs 800
Handling customer complaints 500
Foregone contribution from lost sales 3000
7 300 T3

1.4 900 14.9
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