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 Total quality management is an approach to managing a business that focuses on the business's long-term success through customer satisfaction. Total quality management involves combined efforts by all stakeholders to improve processes, products, services, and culture within the work environment (Chandrupatla, 2009). The primary elements of TQM include customer focus, total employee involvement, process-centred, and integrated systems. W. Edwards Deming's addressed total quality management by introducing the Deming model of implementing total quality management. The Deming model is based on certain management practice that helps a business increase quality and productivity. The model is represented by fourteen points, which include; adoption of a new philosophy, creating constancy of purpose for improving products and services, ending the dependency of inspection as a way of achieving quality, and introduction of training on the job.
Quality Guru Juran approached quality management guided by three principles. The first principle is the Pareto principle, commonly known as the 80/20 rule. The principle states that the smallest percentage of problems account for the largest portion of defects and cost in the manufacturing process (Neyestani, 2017). Juran applied this principle in quality management by focusing on identifying the vital few and the trivial many. Juran also used the quality management theory by thinking away from the focus of a quality product. Using this principle, Juran explored a wider examination of the human dimension in quality management. Juran advised that managers' training and education in the workplace is a very important factor in quality management. Juran's principle was expanded and applied in service-related processes for quality improvement. Juran's final principle is also known as the Juran's trilogy because it combines quality planning, quality control, and quality improvement.
Philip Crosby, a quality Guru, defined quality in four distinct ways. First, the definition of quality is conformance to requirements, the system of quality is prevention, the performance standards are zero defects, and the measurement of quality is the price of non-conformance. According to Crosby, quality should be taken seriously throughout the organization. Appropriate systems should be installed to ensure quality cost, education, performance, and customer improvement. Also, the policies of the business must be clear and consistent throughout (Vanhaecht, Panella & Sermeus, 2013). Crosby also developed a manual for quality improvement, including the commitment by management, a measure of processes, quality improvements, and quality awareness.
All the gurus, Deming, Juran, and Crosby, took quality management seriously, and thus they spent a lot of time researching quality. The three gurus tend to agree that for a business to increase its quality, they must identify the need to improve the quality. Deming states that a business needs to create constancy of purpose to improve quality. Juran follows the Pareto principle to identify the vital few, which causes the trivia many, while Crosby states that quality is achieved through the conformance of a given set of requirements. The three gurus agree that quality is not something that a business should be willing to compromise (Vanhaecht, Panella & Sermeus, 2013). Also, the three gurus agree on the methods of achieving quality with Deming calling to an end the use of inspections as a measure of quality and the introduction of a new philosophy, Juran advocates for the use of the Juran trilogy, and Crosby calls for the development of systems that ensure quality.
The teachings of the three gurus are conflicting to some extent. Each of the gurus defies quality differently, and the approach to quality management is also different. Crosby is of the idea that the systems of quality use prevention and not an appraisal. Juran teaches that a quality system is based on three key concepts, namely quality planning, control, and improvement.


Reference
Chandrupatla, T. R. (2009). Quality concepts. Quality and reliability in engeneering. Cambridge University Press. Retirado de Quality Concepts. Cambridge University Press. Retirado de http://assets. cambridge. org/97805215/15221/excerpt/9780521515221_excerpt. pdf (Acedido em maio de 2012).
Neyestani, B. (2017). Principles and Contributions of Total Quality Mangement (TQM) Gurus on Business Quality Improvement. Available at SSRN 2950981.
Vanhaecht, K., Panella, M., & Sermeus, W. (2013). What would Deming, Juran and Crosby have to say about “a zero tolerance” for patient harm?. BMJ-British Medical Journal.
