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Quality Management Processes
Quality involves the ability to deliver a product or service that is free from defects, fully fit for purpose and delivered on time. Steve Jobs addressed the importance of quality management as it is defined by what the customers think about the products and services of the organization. Jobs highlights how customer perception of quality is not determined by marketing strategies used by an organization. Customers define their view of product and service quality based on their experience with those products and services. Quality does not only involve improvement of products. It is also about having the right product at the appropriate time, having a product that aligns with market direction, and having the most innovative products. Organizations understand these important aspects of quality management and dedicate time and resources to ensuring that products are timely, innovative, appropriate, and of consistently high quality. It enables the organization to identify and address customer needs with maximum effect. 
BMW uses various optimized processes for quality control at their plants as their objective is to produce flawless cars for the satisfaction of their customer base. This is supported by human factors as the organization believes that the human sense of perfection should be a focal point for quality management processes. The organization believes that while machines are effective for measurable factors, the human factor provides the opportunity to achieve desired quality as perceived by the human senses of sight, hearing, smell and touch. Organizations do not only focus on process control with modern technologies. Experienced professionals are used to ensure the highest possible quality for customers as technologies are not completely free of error. The human factor offers perfection of the quality process as it supports modern technologies and provides an alternative view of the factors that define quality of the product. It is necessary to understand processes in a scientific way and provide the workers with higher responsibility. The organization should respect and trust its employees to make good decisions and use their intellect to achieve quality as desired by the company. 
BMW and Apple can be seen to favor the human contribution as the ultimate part of the quality process. Ritz Carlton utilizes a similar approach in that they empower their workers to engage in self-directed processes to accomplish quality targets. Honda uses a notably different approach as the organization uses statistical processes to drive their quality processes. The company uses statistics to define the capability of the process in order to identify the potential failure rate of the process. This allows the organization to make adjustments during the process rather than after the process is completed. It provides Honda with the opportunity to make running changes so that actual problems do not occur. This is an effective approach for the company as they are able to address issues as they arise instead of engaging in corrective action after the completion of the process. 
Ritz Carlton uses a total quality management process where all employees are empowered to make a difference. The organization uses quality improvement teams and guest surveys to identify areas where quality is of the desired level and where it is lacking. The employees assess every process in the hotel and ensure that the most efficient and customer-service focused practice is being implemented. The organization focuses its total quality management processes on seven key factors: leadership, business results, process management, human resources focus, strategic planning, customer and market focus, and measurement analysis and knowledge management. The total quality management process used by Ritz Carlton helps it achieve high customer and employee satisfaction. It became the first and only hotel to receive the Malcolm Baldrige award which recognizes exceptional achievement of total quality management principles. The different approaches to quality management by Ritz Carlton and Honda highlight how quality improvement can be accomplished using purely statistical or humanistic methods. The statistical approach provides clarity on capability and failure potential of the process while the humanistic approach allows the company to empower the employees thereby making change possible from all members of the organization.
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