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How ZD can help the leading enterprise be a reliable organization? 
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Achieving Competitiveness through 
Quality Innovation  

 



ᴳG ᶕᶕ   
the future challengesthe future challenges  

1. Why are the basic things that managers pay attention to is to create a useful and 
reliable organization? 

2. Why are the basic things that quality staff pay attention to are to use a trusted part 
of the organization to provide help? 

3. Why is quality staff not meeting secretaries? They will become value integrators 
and culture change leaders. 

4. How to develop useful and reliable managers and staff? 
5. How to release systematically key resource from fire fighting management? 
6. How to conduct enterprise pressure to mid-level manager and staff?  
7. How is an enterprise on the way to be excellent and successful through quality 

revolution baptism? 
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Why Did the Tower of Babel  Failψ 



Ẽ  Reality anxiety:  

A scratch caused 

by the quality and 

quantity of warĽ 

Ŏ ŏ Ŏ ŏὯ  
 

AQL=1% mindsetAQL=1% mindset   
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Ώ₮̔ảΙ̇ļ ẚἱĽ  
Cognitive ñQuality Dilemmaò of Chinese Enterprises  

ӿלᶰ₦ѦᶁḘ ᴿקҕᶼḘ ј כֿג҄ Ѧịε
ᶇ ᶁӿלᶰ₦Ḙ ԄⱢұѝֿכ јḪ ᶡ︠ѕεᶇᶁײַ
ԒấṜ҂ḽѦᶁұѝ ṍԍᾴᶳ҇ ѝ ᶉӇᶁῑ ᶸ
ᵘ€ ұѝַײᵜ Ᵽở▫ẘ◦ַ֘ײ Ӂјֿכ  

Crosby Chinese Academy Joint Quality and 

Competitiveness Center of Peking University, on the basis of 

the American College of Crosby global business research 

and practice, in the country carried out on Chinese 

enterprises, especially state -owned industry leadership in 

foreign and Evaluation and Research of private enterprise 

quality management maturity conditions . 

῞ כֿ ḉ҇2006 Ẉε ᵿ ҕקשׁ ѕ─ ᶽ∙
┼ ḟ 9ѥּהṳε┐ᴢ ᶽ ℗ ṩ ῡ
‬ ⸗ḑ ⸗₭ ҧᴢ ҬᵘIT 10ӍѥҒѝַ20ײ
Ӎḱᶼᶙұѝ ᴑ   ᾎὊ֪ῷ ♪ᶊ ҧᴢ
ᴿḽ₦֪ῷֿכ εḽ ҍұѝַײᵜ Ᵽở▫ẘ◦
҂ ӁᵘꜛḦ ᵂᾩεᶇ Ӂ Ѧ Ệ҂ᶼ ῑᾇ

‒῞ᵘᾎὊεҧᴢ♪ᶊ Ᵽ◦֘ ừ ᾔ  
The study began in 2006, covering Beijing, Shanghai, Tianjin, 

Shenzhen, Xi'an, Jiangsu and other 9 provinces and cities, 

including aerospace , automobile, engineering machinery, 

electronics, electrical, ships and software and IT 10 industry  

of more than 20 large enterprises. Through questionnaire 

survey, data analysis, interview and comprehensive analysis 

of the quality management of these enterprises, the state of 

maturity was evaluated and defined. At the same time, 

access to a large number of samples and data in the 

assessment process, as well as the field quality control of 

first hand data.  
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The Seven Basic Problems of Afgl_Ļq Clrcpnpgqc Os_jgrwManagement 
 

ü Value absence, cultural conflict 

ü Each does things in his own way 

ü Implementation fatigue 

ü Reward and punishment rationale is not clear 

ü Low morale and lack of  motivation 

ü Quality third, an awkward position 

ü Busy with fires, costs are high 

There is a causal relationship among these 

seven diseases. The first five will inevitably 

lead to number six. And therefore it is 

inevitable number seven will result. See 

Figure 



ӑּל Ӿ  
Management Functions OR Technical Activity? 

ӑּל ‚   
Science  OR  Art? 

֙   
Technology OR Culture ? 

ᶕᶕ  
  



όΏ ѫᴢόΏ ѫᴢ  

ᴚЅᴚЅ ᴸL   
Is Is your company your company ReliableReliable??  

  

ñThe Reliable Organization is one where all 

work transactions and relationships  

are routinely successful. ò Philip Crosby  
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Popular Methods to Become Reliable  

1950/1960/1970 ôs: 

  By inspecting the end product 

  (Quality Control) 
 
1980/1990 ôs: 
  By documenting systems & procedures 

  (Quality Assurance -  ISO) 

̛̽ ̛ļᴚЅ Ľ 



Ỡ ῑᵜ ψΪ 

Ɏ┌ ӯẛײַ ḟԄ ֫ɏ 

2006 ̆SL Ҭ ȁ Ҭ №∟

Ҭ ȁ ̆
ᶫԅ

Ȃ ԅ ᾢ Ḡ Ȃ
ᾢ ISO9001 └ȁISO14001

ȁHACCP ῃ
GMP ̆ ȁ ȁ
1100 └ ̆ᶏSL ⌠

Ȃ ᾢ ở̆
ᾢ 10Ὑ ᾝ ȁ ȁ ῖȁ

Ҹ ȁ ȁ ԅѿ ΐ
ҕ ᾢ ở̆ᶏӲ
Ӳ ῃ ԅ לּ ȁ
ȁ Ȃ 



Ɏ ᵜᵜ Ṇ҅ε ᵜḟԄᶼḄᶽɏ 

╠̆ ῂѿ № ̆ ῂ
№ ̆ ₮ ȂSH

̆ ҉ ԅ18

ᵝ̆ ֲ ҉ ȁ ̆
ҬᴋᵥѿṎ ᵝ ̆
₮ῒז ᵝ̆ Ḡ₮

ῃȂ  SH‛ ׂ ȁ
HACCP ISO9001 └

└Ȃ
ԅ └ ̔ ȁ ȁ
Ӳ ȁ Ȃ ᾢ 30 Ὑ
ᾝ ȁ ȁ ȁ ᾢ ở3000

̆ ᴑ ₮ Ῡ
̆ Ṏ ԅ10

ף Ȃ Ỡ ῑᵜ ψΪ 



ὤ ў 

♄  ᶑ ῆ 
אל ᵲ ᵲ Їᵜ ֪Ҏ אל
Ї ῴ Ḧ ЇḦ 30ⅎ

3Ṗɼ ҏ ᴑᵫ ꜘ ɼ 
1 12 35ⅎЇ ┼ԋ҅ Ї6ⅎ ῇԋḦ Ҳɼ

ᵲ Ї Ḧ 30ⅎ ɼᵜ13 55ⅎЇ
Ḧ Ҳ ɼ҅ └14 35ⅎЇḦ Ҳ ד Ї

Ḧ 1 24ⅎ ɼ 
אל Ї אל ┼ 90ⅎ Έ ₴ɼ Ṕ

Ї ҅ ҏ ₴
ɼᵜ Ї ֙ ҏ ɼ҅ 22 20ⅎ
└ Ї ҅ ЇḦ Ņ ņԋ҅

Ṕ Ї ԋ23 20ⅎɼ Ї ԃ
Ї ҏ ɼ 

2012 3 1 Ҳ Ї҅Ṕ ‡ Ҳ ₴ ⁭ Ї
ҏ └ 2 29 ɼ Ή Ї אל

Ņ ԋņɼ Ҏאל ᵲ ҅ Е҅Ṕ
Ғ ԋ ҏЇ ᴑᵫ Ї

ԋ Ҳụ ɼ҅Ṕ ЇŅ ҅Ґ ԋЇ Ԑᾲņɼ 

 
 й йò Ю й й

ӂ óӂ й йе ж
й ò óӁò óй ò й й ьó 



THE ESSENCE OF QUALITY?THE ESSENCE OF QUALITY?  

QC QA, Ḥ ױ , ₮ԅ ̆ ױ Ȃ
̆ ѿ ̔ Ї Ғ ꜠ɼ 

 

: ľЬ Ŀ ᴉ ӝ Driving theory and Three level of quality 

These are 
collections of 
information 
and they are 
not useful  

if our 
thinking and 
attitudes are 

wrong. 
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1983 ￼  

 

The essence of quality is management 
Think: what is the subjectivityy of 

responsibility for quality 
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ñTheñThe  DeathDeath  OfOf  ModernModern   ManagementòManagementòGary HamelGary Hamel     

  
ΈΈ ‎Ằ ˻ ᵷ ӓ‎Ằ ˻ ᵷ ӓ Ễ͟Ễ͟ ᾖᾖ

Ӷᵷӈ ‬ϝḋ̈ μ ϝѴ ѱӶᵷӈ ‬ϝḋ̈ μ ϝѴ ѱ
ήή ΖШȋΖШȋ  

Modern management defects existing in nature, is the  destruction Modern management defects existing in nature, is the  destruction 

of the most wonderful human imagination and creativity with of the most wonderful human imagination and creativity with 

discipline and control ; it makes business more efficient, but failed discipline and control ; it makes business more efficient, but failed 

to make it more attention to ethical values.to make it more attention to ethical values.   

  
  

ȇThe Future of Management Ȉ  



1.ḬỦַײ ₱ѭḿּלұѝַײᴦṜ 
Customer requirement leading the development of the enterprise  

2. ұѝẓӴⱳᵗ ‒ Ỡ ẓ 
Enterprises should be like life self adaptation  

3. ӻ╤▌ јֲ  ᵓṩײַ
Need passion and creation of employees  

̔ Ҭ╒ 
The next challenge: To build the quality competitiveness 

Three key element determine the competitive advantage:  
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Ώ₮Ι̇ļ ẚἱĽ  
Understanding of company Quality Dilemma 

ẛἲ˿ ᴱ  
What s behind Predicament and Challenge  

1. ̪ ͧ ӓ  
No quality management thinking, only control method 

2. ̪ ӂ ͧ  
No strategy planning, only problem improving 

3. ̪ᵠ♩ ͧ ♩ѵ ϝ  
No staff enthusiasm, only tools  using 

4. ⅛Ѵ ̪ ⁪ν ͮ ӓ Ȋ⁴
˿ ᴋ̜Κ̈ΖШ ᴬ ˿

֙ᴋ  
Especially, quality department don t have clear definition: from the 

controller, examine and supporter to the impeller of business integration 

the and quality culture changing. 
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̗ ļ˹Ὗ ĽThree big challenges 

Ἠ Ȋ ם ȊϷ ֙ᴋ  
Rebuild quality management thinking, release organize potential, promote quality cultural change 
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ᶕ ֘  
Process of Quality Culture Build 

SOMS( & ) Ấ 
Process map of SOMS(Quality Strategy & Operate System) 
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ᶕ ֘ᴚᵀ꜠ӾΙ̇ ẚἱ  
Will Quality Culture help company overcome difficulties? 

ԀӶכּ  ᾈẑΈ  Four key points: 
1. ᴋ Ὠᴇ Ȋ ֙⁵

ς   
     Demand Change: Improving the customerexperience according to 
the customer vision and requirement. 
2. ⁵ ӑ⁵ ̈ӻ

ļ Ľ 
     Prevention System8 @sgjb rfc ļos_jgrw af_glĽ md ampc `sqglcqq*
from interlocked client to client 
3. ⁮ Η ᴇ Ȋӓ⁪͟͟ ̝ ς

˿ ӓ  
     Assign responsibility: Stimulating the quality enthusiasm, 
developing the self- management system and mechanism which 
everyone is responsible for. 
4. ꜡ӿΚ̈ ⁪ν ֬

∑ Ȋ≠ ֙ᴋ   
     Quality Role: To help company quality department to re- design 
the strategic orientation, enhance the grade, show the performance, 
also push the reformation of the quality culture. 

ᶖ ˿ ֙ 
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1ȉ  Meet requirement 
Solution to Needs 



@zdchina.com.cn,2014 

ế⁵ר  

MOAC- Myth of Average Customers  

C:/Users/freemanyg/Documents/Case/破解MOAC-2.0.pptx


@zdchina.com.cn,2014 

2ȉ ļ Ľ 
       Prevention Qwqrck8 @sgjb rfc ļos_jgrw af_glĽ 

 
 

 

¶ 4 2  

4 key points and 2 evaluate methods lead to success of quality chain 

   4ѥԊ σᾅ - -  key points: policy-system-capacity-culture 4 צᾑ-ג

   2ѥԊ ἷ σCSIαԒᶸ ᴢ ҄ ḽ₦βᵘPONC   2 key index : CSI&PONC 

Product Value = (A x Product Quality) + (B x Support Quality) - (C x Delivery Quality)  

/מ֢    /     ┼   ꜙ 

 
PQ֟  

ễ 
SQ  

 
DQ֜ ט  

/Ғ  PONC CSI 
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ZDAS ♦Ѵ  
Establish ZDAS Tool Box 
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Key Point:  

Å ῀  
Å From customersô Requirement 

Å  
Å From Quality Chain  

Å ῏  
Å Sort out key process  

Å ñ ò 
Å Establish ñTarget Treeò 

ᾉς  
How to Establish Quality Chain 
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                 Ⱬ
ZDAS  

ῶẤZDAS  
The key Point of Establish ZDAS  
Å ѱ  
Å Sort out key process  

Å ⁪ѱ  
Å Confirm Key indicators  

Å Η ⁮ӑ͟ 
Å Implement the responsibility to the people  

Å һ ZDAS 
Å System analysis ZDAS  
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3 ȉ ⁭ Ζ  
       Implement the responsibility: 

͞͞ Ζ̜ρ 
Everyone is the owner of responsibility 



Έ♩̈ Ӫ̦˵ ↄ ὠ һ♩͟ бҲ Ӷ ȋ
♩֞ΐג ̃҉ Ȋ̂̈͟ὃΊᴃѴͻ͟ ȋμ

ᾊͫ ὗ♩ω һ ℓ һ ̃ ˵ һↄᴋ ̾˵
̒♩͟Ѫ ♩ωȋ ↄϝ ὗͮ͟˿ ͕ᶖ ‴ Φ
זּ ѱ Ẻ ₯ͻΐ б ♩ωἏ ˻ ȋ

Ί Ằ ҕ˼ ὗ͟♩ωἏ ˻ↄ ̜̾ --- ẕ̜ͻΐ
̦ὕ ˾ӑ♩ω ̜̤̾͢ȋ ӍFinley ốSartan˿ Ἡ Tate Ȑ

♩̈ ͟ ̜ȑ  
  

ᾀᾀ σҼ ῀ ῙַײσҼ ῀ Ῑַײ   

FulcrumFulcrum : : LossLoss  of Traditional Wisdomof Traditional Wisdom   
One of the tragedies of modern industry, is most of the workers did   

not make intellectual contribution feeling. Early artisans, and farmers, 

professionals and other people have. However, many of today's work 

was split into small parts, and each part becomes one workerôs whole 

job. With the result that many people from the real relationship with    

the final product or complete social standpoint, they have no idea      

about the work they are doing. In this case, many people working is    

for money ïbecause they donôt know what does the work mean         

except for money.(Finley, Sartan & Tateȇ Human behavior of industry Ȉ̃ 

End of modern management ̂Gary Hamel̃ 

 

Modern management defects exist in 

nature, using discipline and control to 

damage the most wonderful human 

imagination and creativity; it makes 

business more efficient, but failed to make 

it more attention to ethical values 
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THE VALUE OF RESPECTTHE VALUE OF RESPECTTHE VALUE OF RESPECTTHE VALUE OF RESPECT    
⃰⃰⃰⃰ ΕЧΕЧΕЧΕЧ 

    ... Ὓ ̜˵
♩ѵȋ ΐ Ә

ᾊσͧ ᵱΉ Ή˾ ͕ Ḁ
ӈ ˿ ѱ ȋ 

Zero defect... Can be an important 

preventive quality management tools. 

We must always remember, in any case 

only commands or instructions do not 

produce results, only through the 

creative design and tender care. 

 

A.T.  

 

A.T. McMala 

USA Army Quartermaster Supply 
of National Defense 
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ΖΖΖΖ     
Drive the Car: Whose  responsibleDrive the Car: Whose  responsibleDrive the Car: Whose  responsibleDrive the Car: Whose  responsible    

Enthusiasm 

Creativity  

Initiative  

Knowledge 

Hardworking  

Obedience 

Hardworking  Obedience 

Enthusiasm 

Creativity  

Initiative  

Knowledge 

ñMagic Dishò of Value Contribution  
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ӽᵟ 
ᵓח  

Å Ѱ  
ÅбҲ  
ÅҲᴜ  
Å Ἆ  
 

Quality is the policy and culture 

as a result, only change the 

employee's mind and value idea, 

sets up the model and role 

models, to make quality 

improvement become part of the 

corporate culture, quality 

management is to have a 

purpose to create the culture of 

the organization. 

Education and training 

Organizing 

Organizing key points  

 Reach an agreement 

Make a promise 

Release policy 
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ϡ 
ѬᴣҲᴜ  

Ѭᴣ ₲

Ѭ
І 

Ѭᴣ ᵉӾΦ  Ѭᴣ  
A company quality policy Executives Seminar A company project kick-off meeting 

Example 
Policy-set up a standard 

Company leaders 

explain the letter 

quality policy 
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ᾉ  
Å ˵  
ÅбҲ  
ÅἎѸ  ם
Å ⁮ Ӿ 

ĸΪ І  

Phil Crosby̔ ̆ῒ

ῒ ̆
̆ Ҍ

ꜚ̕ Ҍ ѿ֓
Ȃ 

Ὲ ҍҩֲ
Ҍѿ Ⱳ Ȃ ױֲ

ԅ ᵬ ̆ ғ
ױז ᵬ ᵥ
ҕ ױז̆
Ȃ 

Education - to convey the spirit 

The quality education key points  

The same sense 

Make a promise 

Develop key employees 

Implementation of the action 

Phil Crosby: access to quality, it is to 

understand the philosophy behind it, 

the quality is the essence of 

management, rather than technical 

activities; Quality is not by applying 

gained some existing rules or 

procedures. Education and training is 

to enable companies and individuals 

become different approach. When 

people correctly understand the job 

requirements, and know how they 

work to meet the needs of 

organization to the outside world, they 

can contribute. 
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Å ᴿ ˗ Ҥ˗ Ҡṳừ 
Å Ҥ ˗ ᴶ  
Å мҠ˗ ḢҠ˗  

ϡϡ  
Example 

The quality of a company's 
communication and incentive award 
activities 

Cooperate with P&U,O&EP 

Spread the quality concept and award outstanding team  

Book club, sports, speech contests 
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4ȉ ꜠Ӿ ᴊ˾ ⁞μ 
 
 

Ԅᾚַײҭөᾐᴿ ᾑצẤ
ײַ ḿ εẀטұѝ ῑאל σֲ

ẤᴴӠ ײַ  

ɗ
ҙҌ

 
 
ɗʟ ῃ

 
 
ɗẠ Ạ

ľ
ḤĿ
  

 
ɗ └ ֲ
ױ ⁞ľ Ŀ
Ҍ ľ ף

ᴇĿ 
 
ɗ ȁ ҉

ᴠ
ԍ  

Quality character: help quality department role transformation and new strategic positioning 

The new value of integration , the leader of 
quality culture develop, help enterprises to 
break through: create a reliable organization  

Changing customer 
demand with the changing 
industry uncertainty  

Globalization of supply 
chains has led to 
operational management 
complexity  

Bigger and faster 
development model 
resulting in "system 
integrity" vulnerability risk 
management  

The cost control to 
mislead people to reduce 
the "quality" rather than 
"quality cost"  

Expected to change to 
keep up with the pace of 
change rather than 
exhausted  
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ΕЧ ᴫ  

 
Å ֙ZDASІ  
Å Ҕ  
Åӓ⁪⁮  
Å  

The value of integrated system design 

System design key points  

Transformed ZDAS information 

The formation of solution 

The detailed rules for implementation 

To achieve the desired performance 
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ᶕ ֘  
Ḫ ỳ  
Åһ∑ γ ₲ 
Å ẕ 
Å Ἇ Ӷ 
Å≠  

Continuity management quality culture develop process 

Actual execution key points  

Layered evaluation supervision  

Continue to eliminate the root cause  

Activate the basis of potential  

Show the KPI with instrument panel  


