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Paulo Alexandre da Costa Araujo Sampaio
Gabinete EIl 233

Departamento de Producéo e Sistemas, Campus Gualtar, Braga, Portugal

Telefone: +315 253 604 756

E-mail: paulosampaio@dps.uminho.pt

URL: http://pessoais.dps.uminho.pt/paulosampaio/ Universidade do Minho
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O Grupo da Exceléncia e da Qualidade & um grupo de investigacdo que redne um
conjunto de Excelentes investigadores que desenvolvem projectos de investigacdo
na area da qualidade sob a minha orientacdo / co-orientacdo (bem como todos
aqueles adeptos da Qualidade que se queiram associar ao mesmo).
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GRUPO DA EXCELENCIA E DA QUALIDADE (GEQ)

Web: http://grequ.blogspot.pt/

Estrutura:
Coordenador: Paulo Sampaio
PoOs-doutoramento: 2 investigadores
Doutoramento: 8 investigadores

Mestrado: 10 investigadores (21 concluidos)

Colaboracdes internacionais:

’Gl TASP I ] I i |- inctitate of

Technology
/e

UniversitatdeGirona
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How many CEQO’s are in the room?

“... it will be important in the future for top management and quality
professionals to “use the same language” to fully integrate quality into the

Organization." (Paulo Sampaio, “"40 New Voices of Quality”, Quality Progress, American

Society for Quality, November 2011, www.qualityprogress.com)
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N
Porque é que a Qualidade é importante?

= O cliente esta cada vez mais exigente e cada vez mais bem informado.

= A vida moderna depende cada vez mais do bom funcionamento dos

produtos.

= O mundo é global.

= Em muitas areas ha excesso de capacidade produtiva, potencial ou

mesmo instalada.
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“A dificuldade em definir qualidade é a de traduzir as necessidades futuras do
cliente em caracteristicas mensuraveis, de forma a que o produto possa ser
projectado e transformado para oferecer satisfacédo a um preco que o cliente
esteja disposto a pagar. Isto nao é facil, e assim que se julga ter sido
razoavelmente bem sucedido na tarefa, logo se descobre que as necessidades
do cliente mudaram, que outros concorrente entraram no mercado, que surgiram

novos materiais...”

Walter Shewart (1931)
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~Qualidade segundo os Gurus

= Juran: “aptidao para o uso”.

= Croshy: “conformidade com os requisitos”, “zero
defeitos”.

= Ishikawa: “grau de satisfacdo dos requisitos dos
utilizadores”.

= Deming: “a qualidade de um produto ou servico
apenas pode ser definida pelo cliente”.

= Taguchi: “qualidade é a perda gerada pelo
produto na sociedade”, “centragem dos processos
no valor nominal e reducao da variabilidade”.

= Feigenbaum: “filosofia de gestdo e um

compromisso com a exceléncia”.
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A Visao da Qualidade pelos Profissionais da

Qualidade Portugueses

IS FOR QUALITY TIME

“Vinho de Qualidade”

“Q de Qualidade”

“Aperto de Mdo”
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“Sucesso”
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“Produtos de luxo”

12/32



O Estado da Qualidade no Mundo

The ASQ
Global

State of
Quality

RESEARCH

apac. 2SS
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ASQ Global State of Quality Research

\ Laurel Melson-Rowe, CQIA Travis Colton, CMQ/OE n
Managing Director, ASQ Senior Consultant, APQC J.aa
Inelson-rowe @asq.org tcolton @ apgc.org '“"--'

fe
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ASQ Global State of Quality Research

Gold

Ctels

I

TATA

Xerox @)

&

Paulo Sampaio / UMinho / EEUM / DPS ©

Sponsors

Silver

a Abbott

@ CareFusion

t’kraft foods

15/32



ASQ Global State of Quality Research

World Partners®and Supporters
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ASQ Global State of Quality Research

Advisory Panel

Steven Bailey—>3teven is principal consultant with DuPont’s corporate Applied Statistics Group. With more than 320 years at DuPont, Bailey also leads DuFont's
corporate Master Black Balt Metwork. He received his BS, MS, and Ph.D. in statistics from the University of Wisconsin, He is a past president of AS0.

Lioyd Barker—Lloyd joined Alcos Inc. in October 2007 as director of Corporate Cuality. He had been director of Corporate Quality for Howmet Castings bafore
Alooa scquired it in 2000, Curmently he sarvaes on the board of directors” Nomination Committes for ASO and is 2 member of the Juran and Gyma Medal Salaction
Committees. He is a past judge for the Malcolm Baldrige Mational Quality Award, ASC board of directors, and semved on the Madcap Executive Strategic Planning
Board. In August 2007 he was the recipient of Nadcap’s Mayben Platonoff Leadarship Award. He is an ASC Cartified Cuality Auditor, Quality Engineear, and Cuality
Wanager.

Sistar Mary Jean Ryan—=Sister Mary Jean Byan, Franciscan Sister of Mary, transiticned August 1, 2001, into her role as board chair. She had served as tha systam's
CEQ since its founding in 1988, Sistar Mary Jean has recaived numerous honors, including the Distinguished Service Award (2010 —the highast honor given by the
Missouri Hospital Association, the Juran Medal from ASC, and the C. Jackson Grayson Distinguishad Quality Pionear Meadal (2009) from APCC.

Roberno Saco—HRoberto has beon immersad in the disciplines of process and change management and service quality for more than 26 years. Saco sorved as
AS0s chair and 25 2 senior examinar and judge for the Florida Stering Award as well as a senior examiner for the Baldrige performanca excellance programs. Ha is
the owner and principal of a consulting firm, Aporia Advisors, and is an adjunct instructor in management at Mizmi-Dade College.

Paulo Sampaio—Paulo graduated with a five-year degree in industrial enginearing in 2002 and received 2 Ph.D. in systems and production engineering from the
University of Minho, in 2008. Sampaio is currently a researcher and assistant professor in the Systems and Production Department at the University of Minbo in
Portugal. In 2017, Sampaio was nominatad as a Qualify Progress ™ Mew Yoicas of Quality™ (AS0), and in 2012 he was awarded with the Feigenbaum Medsal (AS0).

Joal Teitelbaum—In 15961, Joal founded the engineering company that still cames his name. It was racognized on behalf of the high quality of the sarvices and
products deliverad to its customers. In 20032, aftar recaiving the MNational Cuality Award (PN, from the Mational Quslity Foundation, Teitalbeum achieved axcellenca
lewals never obtained by any company from the civil construction sactor in Brazil, the WORLD CLASS Company Status.

CarlThor—Carl is president of JarrettThor International of Colonial Beach, VA, 2 management consultiing firm dealing with productivity and quslity improvemeant. He
was president of the American Productivity and Quality Center for several yaars and is still on its board of directors. Thor is the author of several books and hundrads
of arficles on productivity issuas and was active with the World Confederation of Productivity Scienca and the Shingo Prize for Oparational Excellence. Ha also
operates an art gallery in Colonial Beach with his wife, Joyce.
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ASQ Global State of Quality Research

Overview
5 Revenue
22 Countries a\ [:I Groups
| . <$100M
¥ . $100M to $1B
\ / « $1Bto $5B
. $5Bto $10B

1,991 o

organizations

/ \ 1 Industry
Highlight
2 Industry @ ag ngalthcare
Groups )
« Manufacturing Al

« Services
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ASQ Global State of Quality Research

NUMBER OF RESPONDENTS & ankicion.
SIZE AMND REGIOM
S100Mioc S1Bto $5B to
< $100M $1B $5B $10B =510B  TOTAL
Auvstralia 36 29 3 1 1 70
Brazil 44 31 4 12 21 114
Canada 4B T L3 10 T3 53
China 52 34 29 10 20 145
Czach Republic 13 4 0 0 1 18
Finland 71 53 17 & 4 151
France 50 22 15 17 24 128
Germany 101 48 12 7 & 174
India 37 10 8 14 22 91
Mexico 50 20 11 3 5 89
Metherlands 57 25 34 14 17 149
Eussian Federation 30 10 4 19 17 80
Spain &4 13 ¢ 3 4 93
United Kingdom 40 32 57 14 21 164
United States 122 74 52 a3 40 321
Other 34 7 3 4 3 51
TOTAL 871 423 309 149 219 1,991
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ASQ Global State of Quality Research

Key Findings
Quality practices differ between manufacturing and

service organizations.

Industry matters more than size.

Quality practices are the same, no matter the

region.

Paulo Sampaio / UMinho / EEUM / DPS © 20/32



ASQ Global State of Quality Research

Quauty GOVERNANCE
AND MANAGEMENT

OutCcoMES AND
MEASURES

COMPETENCIES AND
TRAINING

CULTURE
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ASQ Global State of Quality Research

AMD WARAGEMERT

QUALITY 1S
MAINLY A ...
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ASQ Global State of Quality Research

I percent use 97.1%
Elﬁeapnndentsi 90.5% 92.6%

I percent standardized
67.8%
B62.0%

39.3% 41.7% 57.7% 65.5% 51.9% 66.7% 66.4% 81.8%
I I [ [ I I I
Derects | FIRST Pass | Percent on-TiME,  Measures | INTERNAL | PERCENT | EMPLOYEE CusTOMER
PER MiLLion | YIELD I DELVERY | OF SAFETY | FalLURES | COMPLIANT | SATISFACTION | SATISFACTION
| | | | | | |
82% 1 88% 1 97% I 96% 1 96% 1 96% 1 91% 1 98%
Manufacturing | Manufacturing | Manufacturing | Manufacturing | Manufecturing | Manufacturing | Manufacturing | Manufacturing
VE, : V. : VS, : VS, : VS, : V. : VS, : VS,
38%! 43% ! 58% ! 63% ! 67% ! 83% ! Q4% | Q6%
Services | Services | Services | Services | Services | Services | Services | Services
I [ [ I I I
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ASQ Global State of Quality Research

Quality measures are used ...

... to drive higher performance .as purinf variable ... for trending and/or
by promoting challenging goals. performance mﬂp-urrsnln:un predictive analytics.
21%

Il"“
n@

I -
) g
. 21%
P €3 {o}
I !
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ASQ Global State of Quality Research

Thams

COMPETIRERS AMD
3 TG

Does your organization provide training (either through direct training or
compensate for external training) to stalf working on quality-related activities?

475 I e 9%
SiSigma o 7% : I; I 30 19%
pm il HBHH B . E

A5

£75 4% AR,
L=an 2T, 9% E 1E|: i 38% 2AE
g [ ' [ B
. - 243 . 1% . 7% -
" @ s SEE

[ ATE 71
150 e _55% IBE : A0 L7
| B em [ W -
tr TEE TEE, . . ?n e, A0, AR,
g H opmom BB BB

NnTrni!1inE|

Provided 4y 3% 7%, 5% o 4% 7% &%,
< 31008 1008 bo £1B o £58 a0 = X108 Al Maonudoc-  Services

518 358 $108 Respondents  turing
r=871] jamd 7Y o= 30 =400 =219 ja=1.001]  |p=1,00M]| =BT}
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ASQ Global State of Quality Research

Thaivs l

<l

Quality + The Customer = Qustomer™

II'I'I"DFI'I'IQHDI'I on our PFDEIUC" or

service qunliiy perl:crmnnce 15
shared with customers. ryd 10% 12% 9%

[
Somewhat Somewhat
n/a Disagree Agree
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Prever o futuro nao e facil...

According to Mark Twain, “The art of
prophecy is very difficult — especially

with respect to the future.”
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O Futuro da Qualidade

l

0 FUTURO

DA QUALIDADE

PEDRO SARAIVA

Paulo Sampaio / UMinho / EEUM / DPS ©

= Conceito mais alargado.

= Conceito mais credivel.

= Conceito mais globalizado.

= Conceito alinhado com o0 movimento
mundial da qualidade e com as tendéncias
Internacionais.

= As organizacfes vao desempenham um
papel vital na promocéo do Futuro da
Qualidade.

= O envolvimento do governo € fundamental!
28/32



O Futuro da Qualidade

Best Practices to Work www.qualityprogress.com | November 2011

Global Lessons

0. 24 “Quality should be continuously

understood, assimilated and
iImplemented, both in public and
private organizations. However,
each one of us is responsible to
push and pull quality forward,

always doing more and better.”
(Paulo Sampaio, “’40 New Voices of
Quiality”, Quality Progress, American Society
for Quality, November 2011,

www.qualityprogress.com)

Telefonica Tellkes
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O Futuro da Qualidade

Futuro da Qualidade = Fazer Bem x Faxer Melhor x Fazer Diferente

A Qualidade tem Futuro!
O Futuro da Qualidade tem Presente!

O Futuro da Qualidade pertence-nos e faz-se todos os dias!”

(in “O Futuro da Qualidade em Portugal”, 2010)

Paulo Sampaio / UMinho / EEUM / DPS ©

30/32



Vamos mais longe!

E = QxI

Sendo:
E = Exceléncia

Q = Qualidade

| = Inovacao
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MUITO OBRIGADOQ!
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