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Abstract: This article identifies a number of factors that play a role in the successful implementation of quality management
programs such as total quality management, six sigma, or lean. A number of case studies are reviewed and common themes
are discussed. Key factors in successful quality management program implementation include management support,
comprehensive program implementation, change management, resource allocation, and employee involvement.
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1. Introduction
The precise definition of quality is a subjective term, however, quality typically has two different, but related
meanings (American Society for Quality, n.d.). Quality can refer to “the characteristics of a product or service that bear on
its ability to satisfy stated or implied needs” or it can describe a “product or service free of deficiencies” (American Society
for Quality, n.d., para 5). Regardless of the specific definition of quality, the overall result of quality efforts leads to
increased efficiency, high customer satisfaction, and improved bottom line results such as decreased costs and improved
productivity (Garvin, 1988). In order to realize these benefits, organizations should implement a comprehensive quality
management program. A number of quality management programs have been developed. While each program has slight
differences in evaluation methodologies and tools, they all aim to improve quality throughout systems in all aspects of an
organization.
Some of the most widely used quality management programs include total quality management (TQM), lean, and
six-sigma. Smith and Offodile (2008) define TQM as a “process of improving the management of an entire organization so
that it excels in all aspects of products and services” (p. 218). Lean is a quality management program that seeks to add value
through the elimination of waste (Suárez-Barraza & Ramis-Pujol, 2010). The application of lean processes results in the
continual addition of value to a product or service in all aspects of an organization. Six-sigma is a quality management
program that aims “to improve the capability of their business processes” (Yang & El-Haik, 2003, p. 21). The aim of this
discussion is to evaluate case studies to determine the major causes of failure and success in quality management programs.

1.1 Benefits of Case Study Analysis
A review of case studies was used to determine the major causes of success and failure within organizations. Case
studies are a specific type of qualitative research strategy that allows for the in-depth evaluation of an organization (Creswell,
2009). This in-depth view of an organization allowed the researcher to become familiar with the many intricacies of each
organization. The methods used to collect data within a case study were varied and often use a combination of methods
including interviews, surveys, and other data produced by an organization (Cooper & Schindler, 2011). This discussion
includes case studies performed by a number of researchers in areas including manufacturing, healthcare, insurance, and
banking. Additionally, the case studies spanned the globe and were carried out in the United States, Malaysia, and Argentina.
All of the case studies used interviews and some, supported information with surveys as well as other data gathered from
organizations and participants. Most case studies included a longitudinal view of the organization. This longitudinal
perspective allowed participants to reflect on successes and failures related to the initiation and sustaining of a quality
management initiative. A longitudinal perspective was gained either through the use of two different interviews over time, or
through collecting data after the quality management program had been implemented for a number of years.
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