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1. GSQ 2.0 - Overview
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Research Overview - Demographics

REVENUE AND COUNTRY BREAKOUT
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Total 1,163 240 123

APQC 41 % Services + 59 % Mfg.
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Research Overview - Demographics

Number of Respondents by Industry
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AP_QC 23 respondents did not provide an industry designation. el !
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2. A World Class Organization



World Class Quality Organisation
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Lets” define world class quality organization ?



Become Part of World-class Quality Organizations

1. Sees quality as strategic & 6. Understand product
competitive differentiator performance through

2. Greater than SIM in net customer’s eyes
savings from quality 7. Standard reporting across

3. Measures cost of the organization
remediation 8. Trains suppliers in quality

4. Increasing investment in 9. Comprehensive training
quality offerings available

5. Visible metrics on quality 10. Trains all employees in
performance against quality techniques

customer needs

1.6 % (28 / 1655) organizations identified as World Class

APCC. el
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World-class Quality Organizations

Business Focus

O 96% see quality
as strategic
and competitive

© 85% promote
challenging quality
goals to drive
high performance

© 71% involve
customers in
quality discussions
o /

0 100% train
all employees

-

O 3x as likely to
offer training on
customer experience

O 78% use quality
measures as part
of variable comp

O 85% use measures
for trend/predictive
analysis

0 92% have most
visible metrics on
performance against

customer needs
o /

J -

O 3x as likely to
have standardized
reporting

Technology

© 100% use technology
to improve quality
awareness

© More than twice as
likely to leverage
technology to
increase quality

- J

O 2x less likely to have
quality setbacks

APLIC.
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3. GSQ 2.0 - Highlights



Investments in Quality

In your opinion has spending / investment in
quality over the past 3 years ?
* |ncreased
 Decreased
e Stayed same
* Not sure

12



Business Performance Impact

Investment in Quality

World-Class 100%
@ Increased

@ Stayed the Same

@ Decreased
Non-World-Class 10% 28% 54%

We QOn‘t‘mQasure Unknown if financial
the financial impact impact is measured

O Service O Manufacturing e!

ASQ
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Knowledge, Learning, & Culture

Africa
ANZ
Asia

Europe

Middle
East

North
America

APLYC. amenca

Top Training Spend — per Region

Quality management 61%

Basic quality fundamentals 54%,

ISO

Basic quality fundamentals

Basic quality fundamentals

Basic quality fundamentals

Basic quality fundamentals
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Challenges Faced in Implementing Quality Programs

What are the challenges faced by your
organization in adapting quality programs?



Top Five Quality Challenges

Top FIVE Quality Challenges

39% 37% 32%) ((32%

30%

Quality : Lack of
competes for hUsel of Lack of lil_nlform hUsle of ‘ specialized
resources in techno ogyl_tto tquili 't\é tec notqu or training for
the organization ensure quality standards metrics employees
- Y,
"\/"

PERCENT OF RESPONDENTS

APLIC.
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4. GSQ 2.0 — UAE Standing

VS.
Middle East & All



Main Role of Quality
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Main Role of Quality Function in Your
Organization ?

APCC. el
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Main Role of Quality Function in Your Organization

45%
40%
35%
30%
25%
20%
15%
10%

5%

0%

APLIC.

20%
18%

14%

8% 9%

5%II

39%

36%
[0)
31% 9%
26%
19%I I

Mainly Mainly a risk Continuous  Strategic asset &
compliance mitigation (e.g., improvement. Competitive
activity. product safety). differentiator .
mAll mME mUAE
Opportunity for UAE — Competitive Differentiator. e!
UAE Doing Great — Continuous Improvement

ASQ



Using Quality to Drive Profitability
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How Does Your Organization Use Quality
To Drive Profitability?

APQC. Q)
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How Does Your Organization Use Quality To Drive
Profitability?

80%
. 69% /1%
70% 63% .
570, 61%599
0]
60%  54% 5 0% mam 53% 53%
50% 429,44%
40%
30%
20%
10%
0%
Waste reduction Effective use of A focus on the Quality enhances
data customer our brand
experience reputation

m Al mME mUAE

Based on the above research how can we benefit here in UAE ? e!

APQC How does UAE compare ?

ASQ



Quality-related Setbacks Organization Faced Over
_Past Three Years?

70%

59%
60% 56%
50%  45% 459
o 3991%
40% 35%
31%1% 30% 31% 32%
30% 27%
21%
20% 13/16?
10%
0%
Product Workplace Poor data Poor Service delays Inaccuracies
defects safety guality understanding
of QM

m Al mME mUAE

Based on the above research what can we do here UAE ? e!

APLIC.
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Consequences Your Organization Experienced
Because of These Setbacks?

45% 42%10,41%

0%
> 30% 34%29fy
0% ey 289%28% §
2% 19% 20%21% 2170 22%
20% 18% 18%
15%
10%

5%

0%

Tarnished Delayed Lost Financial Lost a Change in org.
reputation launch of new important losses competitive  structure
product(s)  customers advantage

m Al mME mUAE

Based on the above research what can we do here UAE ?

APLIC.

24%

20%
18%

Change in
leadership
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Money Spent on Fixing Setbacks
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How Much Money Has Your
Organization Spent Remediating These
Setbacks?

APQC. Q)
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How Much Money Has Your Organization Spent
Remediating These Setbacks?

60%

53%
50% 44% 47%
40%
30% 26%
23%
19%
20%
13%
9%
. 6%
N
We have not spent any money Less than $100,000 | don’t know

remediating these setbacks

m Al mME mUAE

Based on the above research what can we do here UAE ? e!

APLIC.
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Customer Needs Dictate Our Quality Objectives

90%

77% 73%
° 73%

80%
70%
60%
50%
40%
30%

20% 16% 15%
10% 11% °
10%

°° BE

Highly Disagree & Disagree Neither Agree nor Disagree Highly Agree + Somewhat
Agree

mAll mME mUAE

Based on the above research what can we do here UAE ? e!

APLIC.
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Type of Training Provided

Types Of Training Your Organization
Provide To Staff Working On Quality-
related Activities?
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Types of Training Your Organization Provides To
Staff Working On Quality-related Activities?

Chart Title
80%
74%
9%
5 o)
70% 67%5 65%
60% 59% 58% 59%
51% 52% 52%P3%
49% A%9%
50%
41%
40% 8%
’ 35% o
31982%
30% 27%
24% ’
o 19%
0% 15%
11%
10% I I
0%
Quality Six Sigma Lean Auditing ISO Quality Quality tools  Customer
fundamentals management experience

mAll mME mUAE

Based on the above research what can we do here UAE ? e!

APLIC.
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Please Select The Following Training Practices That
Your Organization Is Currently Utilizing.

80%

70% 68%620/
58% °
60%
50%
40%
(o)
30% 27%26%296
20%
o/ 11% qo
10% 9% . 9% 6% 5%
0%
EEE mm>
Train our tier 1 Train our tier 2 Train our tier 3 We don’t train our
suppliers suppliers suppliers suppliers
Al mME mUAE
AP C Based on the above research what can we do here UAE ? e!

ASQ



Financial Impact Your Organization Reaps Annually
By Using Quality To Drive Profitability?

45%

40% 38% 38% 38%
o 31%
(o)
30% 7% 29%
25%
20%
15% 0% 11% 12% 12%
10%
5%
5% 3%
. [
Less than $100,000 More than $100,000 — | don’t know We don’t measure the
less than $500,000 financial impact

mAll mME mUAE

Based on the above research what can we do here UAE ? e!

APLIC.
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Incentives to Encourage Employees for Quality

Targets

~—

What Incentives, If Any, Do You Use To
Encourage Employees To Meet Critical
Quality Targets?

APQC. Q)
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What Incentives, If Any, Do You Use To Encourage
Employees To Meet Critical Quality Targets?

50%

45% a4% 44%

% 41% 41%

o 39% al% -7 39%

’ 36%

35%

0% 25%277% 549, 26% 26%

25% 0 23%

21%

20%

15%

10%

5%

0%

Financial Nonfinancial Informal Mgr. Honorary awards None

driven
recognition

EmAll mME mUAE

Based on the above research what can we do here UAE ? e!

APLIC.
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5. Conclusion



Implications And Opportunities

€@ The shift from compliance to STRATEGIC ASSET and competitive differentiator
@ Organizations are INCREASING their INVESTMENT in quality

€) Opportunities to better measure quality’s FINANCIAL IMPACT

¢) The universal demand globally for BASIC QUALITY FUNDAMENTALS

@) Integrating the CUSTOMER + QUALITY can be better leveraged
(@ Significant gaps between WORLD'CLASS and non-world-class organizations

APCIC. el
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For More Information

www.globalstateofquality.org

Email questions/comments to: globalstateofquality@asq.org

Michael Barry, ASQ Executive Director of Communications
mbarry@asq.org or +1-414-765-8685

Jonathan Kraft, APQC Project Manager
jkraft@apqc.org or +1-713-685-7233
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Questions & Answers

Sunil Thawani
Quality Indeed Consulting
Member, ASQ Board of Director
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