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What is quality management all about?

Managing all aspects of the organization in order to 

excel in all dimensions that are important to 

“customers”

Two aspects of quality: 

• features: more features that meet customer needs = higher quality

• freedom from trouble: fewer defects = higher quality

…. BUT is much more than that:

‘Quality is not an act … it’s a habit’ Aristotle

"Quality is doing the right thing when no one is looking." - Henry Ford



Total Quality Management TQM 

TQM is a management philosophy:

• continuous improvement

• leadership development

• partnership development
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Quality Eminence and “competencies”

Skills
Knowledge

Values/Social Role

Self-image

Assumptions

Traits

Motives

Easier to see
and develop

Necessary for top 
performance but 
not sufficient  

Harder to see 
and develop

Characteristics that 
lead to long-term 

success
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Vision and Strategy: Steve Jobs’ ethos
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“Game” Plan and Management System: Jose Mourinho’s rigour



© 2012 IBM Corporation7

Innovation and Forward Thinking: Marie Curie’s insight
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Energy and Commitment: Samuel Wanjiro’s stamina
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Belief and Communication: Martin Luther King’s oratory
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Charisma and Audacity: Che Guevara’s bravery
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Source: Q18 “What are the most important organizational attributes to engage employees?”

Organizational attributes to engage employees

Ethics and values

Collaborative environment

Purpose and mission

Ability to innovate

Industry leadership

Stability of the organization

Work-life balance

Personal autonomy

Financial rewards

Work flexibility

Cultural diversity

Customizable compensation

Comprehensive mentoring

65%

Key Discovery

To re-balance control with openness, CEOs are focused on values, collaboration 

and mission

63%

58%

51%

40%

37%

35%

31%

31%

24%

21%

18%

18%
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So, how do you empower employees 

through openness?

 Confront cultural reality

 Build values employees will live out

 Recalibrate controls

 Create unconventional teams

 Concentrate on experiential learning

 Empower high-value employee networks

 Pursue social collaboration technologies

 Devise incentives that foster collaboration

 Re-imagine employee “suggestion box”

1. Replace rulebooks with 

shared beliefs

2. Build future-proof 

employees

3. Provide the means to 

collaborate at scale
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IBM’s Enterprise Process Framework (EPF) provides a common taxonomy and 
foundation for process transformation and Quality management

11.0 Manage Finances

10.0 Manage Human Resources

12.0 Manage Business Transformation & Information Technology

13.0 Manage Web, Mobile & Business Support
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8.0 Manage Sales and Channels

7.0 Plan and Manage Client Relationships

6.0 Develop Strategy to Execute

9.0 Procure to Pay

14.0 Manage Financing Services

Hardware Software Services

Americas NE/SW IOT JapanGMU Americas NE/SW IOT JapanGMU Americas NE/SW IOT JapanGMU
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4.0 Order to Cash

3.0 Opportunity to Order

1.0 Idea to Market 

5.0 Support 

15.0 Deliver Services
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EPF Overview 

 Process taxonomy designed to help 
categorize information on business 
processes to support transformation, 
operational and deployment activities

 Common processes are logically 
grouped and displayed once with a 
single process owner,  but can be used 
by many business areas

 Allows organizations to view processes 
horizontally as well as vertically
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Organizational & Culture ChangeBusiness Process Excellence

Information Technology Enablement

Serves as information source on 

internal business processes

Offers organizing construct for 

managing business change

Provides a framework for managing 

business   transformation and 

operations

Aligns global process owners scope

Positions process benchmarking 

versus  industry best practices

 Informs process design and 

performance opportunities

Outlines linkages across processes 

for integration management

Enables selective process risk 

assessment and management

Functions as core organizing construct for IT applications & tools

Enables process leaders to focus on IT capabilities by process

The EPF serves as a foundation for business process management 
and business transformation

Business 
Process 

Excellence

Organizational 
& Culture 
Change

Information 
Technology 
Enablement



© 2014 IBM Corporation15

IBM Enterprise Process Owners are key participants in IBM’s overall enterprise 
transformation governance model

SVP Smarter Enterprise Forum

Smarter Enterprise Leadership Team

CIO Leadership Team

Brands and Geographies

Brands:  STG, SWG, GBS, GTS, IGF  
Geo: NA, Europe, Japan, AP, LA, MEA, GCG

Members:  CIO, Transform and Run Executives, CIO 
Direct and Indirect Staff

Members:  Enterprise Process Owners (EPOs), Globally 
Integrated Support Functions and CHQ Enterprise Transformation 
Leaders

Chair: SVP, Enterprise Transformation
Members:  IBM Senior Vice Presidents

Establishes strategic direction and is 
accountable for IBM's transformation to a 
Smarter Enterprise

Evolves  strategies, plans and execution 
priorities enabling IBM's transformation 
to a Smarter Enterprise 

Prioritizes total IT budget to enable and 
deliver on prioritized business capabilities 

Delivers IBM products and services to 
clients and are accountable for revenue 
and profitability targets
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ExecutionStrategy

Market 

Results

 Performance

 Opportunity

Gap

Leadership

IBM Values

Marketplace

Insight

Strategic

Intent

Business

Design

Innovation 

Focus

Talent

Critical Tasks

Interdepend-
encies

Formal

Organization

Climate &

Culture

IBM Business Leadership Model
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The road you take....

17

The career direction you take is driven by your personal and professional aspirations.  

It is to your advantage to align your goals with IBM’s and your BU’s business needs.

Your personal goals 
and aspirations

IBM and your 
BU’s 

business 
strategy and 

goals

IBM career 
opportunities

1

2 3
Your Career

Goals

IBM Confidential
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Building your career (An Integrated Model)

CapabilitiesMarketability
Career 

Progression 
Performance

PBC

(Appraisal 

System)

Skills and 

Development 

Goals

IBM   

Competencies

Career

Framework

IBM Confidential
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Acquiring expertise through a accumulation of skills, applied knowledge and 
capabilities, and competencies

IBM Confidential

Job Role 

Expertise:

Develop deep 

skills and 

expertise specific 

to your job

Career 

Capabilities:

Build a broad set 

of capabilities to 

advance your 

career

IBM 

Competencies:

Demonstrate the 

leadership that 

distinguishes 

IBM

++Expertise Capabilities Leadership
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Competence
Appearance

(Personal 
Presence)

Commu-
nications

Personal 
Brand

Your brand is in evidence every time you interact with other people—internal and external

20 IBM Confidential20

 Clothes

 Posture

 Gestures

 Facial expression

 Communications

 Voice projection 

 Accent

 Vocabulary

 Sentence 
structure

 Knowledge

 Critical thinking

 Technical 
knowledge
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One Purpose

Three Values Nine Practices





Thank You!!

Quality Management

“It costs a lot to produce a bad product.”

Norman Augustine


