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“The Chain One customer’s actual need in all of its aspects BEAHRET—=—X

of Marketing processes
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Integrated needs of a target group of customers EHHRIT———X
[ R S
mEDFI—> Marketing processes
1

Marketing specification-summary of all of the products relevant features and characteristics
HmERARYY

Design-development processes
i
Product requirement specification - all of the products

relevant features and chzlaracteristics in technical detail
Design-development processes
|
The product’s design |

Purchasing processes

The actual purchased materials and parts B A 27 5
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The Chain of Qualit I
Quality Manufacturing processes

STRER/ YT
| The series of products made — with their actual distribution of features and characteristics |
HAZT—WZITEAE < DB &
‘ The one product received by the one customer — with all of its actual features and characteristics ‘
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Exhibit | Quality in the room air conditioning
industry
1981-1982*

internal failures ([ﬂ:}’P Z'E_ﬁ: ) External failures (ﬁ}.’? Zﬂ?)

Fabrication: Assembily-line defects Service call rate per 100 units under first-year
coil leaks per 100 units warranty coverage
per 100 units

Total Leaks Electrical Total Compressors Thermostats Fan motors

Median (s (% )

nited State 4.4

v,;;;an ) =l < .95>
“Hange (#CH)

United States .1-9. .3- .9-34
(P E¥ )

Japan .03-. .0015-1.0

(oA<¥)
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