Large scale change needed in the NHS — 4a

Product features that meet Freedom from defidencies

customer needs [Little Q)

(Big Q)

Higher quality enables
companies to:

Increase customer
satisfaction

Make products saleable
Meet competition
Increase market share
Provides sales income
Secure premium prices

The major effect is on
sales.

Usually, higher quality
costs more.

Higher guality enables
companies to:

Reduce ermor rates
Reduce rework, waste
Reduce field failures,
warranty charges
Reduce customer
dissatisfaction

Reduce inspedion, test
Shorten time to put new
products on the market
Increases yields, capadty
Improve delivery
performance

Major effect is on Cost.

Usually, higher quality
Costsless.

Figure 2.1, The

meaning of quality. (Juran’s Quality
Hanbbook)’

More effort must be made in

managing compliance

Regulations, Standards,
Guidance, etc.
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—  Audit and Inspection

If, like Toyota, we manage Juran’s big Q,
improvement activity will be reflected in
improvement in little Q.

Focusing on means in order to achieve desired results

Means Results

Nature of people’s action at |::> Process outcome |::> Consequences
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A lot of Toyota's A lot of NHS's
management fDCl.IS, management fncus,
including Cl, is here. including Ql, is here.
Key: Cl - Continuous Improvement induding Key: Ql - Quality Improvement including The
Process Management and PDCA Modd for Improvement and PDSA

Mote: This diagram is from Toyota Kata By Mike Rother, published by McGraw Hill, 2010. Figure 3-3 on page 39. Adapted by Dr Tom Rose, November 2020.

Process P01
Inputs
A process is a series or set of Task 1
activities that interact to
produce a result; it may ocour
once-only or be recurrent or #
periodic. A procedure is a document that

instructs workers on executing one
or more activities of a business

Task 2 process. It desaribes the sequence
of steps, and spedfies for each

step what needs to be done, often
including when the procedure

¢ should be executed and by whom.

Task 3

Task 4
A degree of inspection is ¢
required to ensure that key
tasks and the process
outputs meet set standards.
Task 5
Outputs

Process Mapping and Process
Modelling are not the same thing!

This can only be achieved through
Service design and process management

A re-focus of QI activity from little Q to big Q is required

Tom Rose, May 2022
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