
Dr Lars Sörqvist 
 

Vice President, International Academy for Quality (IAQ) 

President, Sandholm Associates 

Associate Professor, Royal Institute of Technology 

Future of quality and  

quality of future 



What should we focus our research 

recourses on to support future quality 

development? 

 

What will be of importance for 

organizations in the future? 

  

 

 



What is quality? 
 

 
Quality is about meeting needs and 

expectations among customers… 

 

Quality is about creating value to 

external and internal customers… 

 

 



Quality management is a way to develop an 

organizations ability to create customer value and 

meet customer needs and expectations with use of 

as little resources as possible 

What is quality management? 

 

 

Satisfied  

customers 

Effective 

processes 



Strategy 

Culture Structure 

What is quality management? 

 

 



Strategy 

Culture Structure 

What is quality management? 

 

 

QM 



Strategy 

Culture Structure 

What is quality management? 

 

 

QM 



Strategy 

Culture Structure 

Holistic approach 

 

 

QM 



Part 1: Quality of future 



Major factors effecting  

quality of the future 

 Sustainability and climate change 

 Population changes and immigration 

 Short time financial focus 

 Automation and digitalization 

 Global competition situation 

 Customer power 

 European union situation  
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http://www.globalgoals.org/


Source: Lean 

Movements 

Transport 

Inventory 

Rework 

Overproduction Waiting 

Knowledge disconnection 

Overprocessing 

Waste 



Population changes and 

immigration 
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Short time financial focus 

 From long time owners to 
day traders 

 Focus on stock value 
instead of customer value 

 Lack of owner 
responsibility and 
competence 

 Global financial market 



Automation 

…but what about our jobs? 
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Automation 
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Time 

 

Quality  

 level 

Global competition in quality 



Customer power 

 From the sellers market 
to the customers market 

 Customer to customer 
marketing 

 Changes in regulations 
and laws 

 Product responsibility 

 Digitalization 



European union situation 
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Part 2: Future of quality 



What do we do today? 









Predict the future by 

understanding history… 



 Quality circles 

 Just in time 

 TQM 

 ISO 9000 

 EFQM/MBNQA 

 Process management 

 Lean 

 Six Sigma 

 Innovation 

 etc 

Trendy methods or maturity? 

Historically and today      Future 

? 



1920 1940 1960 1980 2000 

Statistic quality control 

Total quality control 

TQM 

BPR 

ISO 9000 

Quality circles 

Lean 

EFQM 

Six Sigma 

Development of 

quality movement 

An evolution not a revolution! 



MBNQA EFQM SIQ ISO 9004 

Visionary leadership Leading with vision, 

inspiration & integrity 

Committed leadership Leadership 

Customer-driven excellence Adding value for customers Customer orientation Customer focus 

Organizational and personal 

learning 

Succeeding through the talent 

of people 

Competence development 

Valuing workforce members 

and partners 

Participation by everyone Involvement of people 

Developing organizational 

capability 

Process orientation Process approach 

Managing for innovation Harnessing creativity & 

innovation 

Continuous improvement Continual improvement 

Prevention 

Agility Managing with agility Faster response (reactions) 

Management by fact Management by facts Factual approach to decision 

making 

Systems perspective 

Focus on results and 

creating value 

Sustaining outstanding 

results 

Interaction Mutually beneficial supplier 

relationship 

Learning from others 

Societal responsibility Creating a sustainable future Public responsibility 

Focus on the future Long-range perspective 



Jurans Trilogy 

Cost of poor 

quality 

Time 

Quality 

improvement 

Quality 

control 

Quality 

planning 



  1996 1999 2002 2005 2008 2011 
1 Changing values Partnering Quality must 

deliver bottom-line 

results 

Globalization Globalization Global 

responsibility 

2 Globalization Learning systems Management 

systems 

increasingly will 

absorb the quality 

function 

Innovation, 

creativity and 

change 

Social 

responsibility 

Consumer 

awareness 

3 Information 

revolution 

Adaptability and 

speed of change 

Quality will be 

everyone’s job 

Outsourcing New dimensions 

for quality 

Globalization 

4 Velocity of change Environmental 

sustainability 

The economic case 

for a broader 

application of 

quality will need to 

be proven 

Consumer 

sophistication 

Aging population Increasing rate of 

change 

5 Increased customer 

focus 

Globalization Global demand for 

products and 

services will create 

a global workforce 

Value creation Demand for 

healthcare 

Workforce of the 

future 

6 Leadership Knowledge focus Declining trust and 

confidence in 

business leaders 

and organizations 

Changes in quality Environmental 

concerns 

Aging population 

7 Quality in new 

areas 

Customization and 

differentiation 

Rising customer 

expectations 

  21st century 

technology 

21st century quality 

8 Changes in quality 

practices 

Shifting 

demographics 

      Innovation 

ASQ Future Study 



1) Shifting ownership of quality work from the quality assurance 

profession to management 

2) Adapting the organization to rapid changes in the environment 

3) Turning quality assurance work into a matter of strategic ownership 

4) Developing an improvement culture in the organization 

5) Ability to lead and implement change 

6) Developing robust processes that are at the same time open to 

change 

7) Understanding the needs and expectations of our stakeholders 

8) Involving customers in improvement work 

9) Optimizing the organization to achieve desired competitiveness 

10) Building long-term relationships with the customer 

The top ten challenges of 

the SQMA-study 



Four major future challenges  
SQMA-study 

 Developing adaptability 

 Developing customer collaboration 

 Developing accountability for quality 

 Developing leadership for change 



Major factors effecting quality 

management in the future 

 Fragmentation of the quality profession 

 Ownership responsibility and competence 

 Leadership for quality and continual improvements 

 Establishment of good employeeship 

 Interaction with and development of suppliers 

 Higher important of quality because of digitalization, 

sustainability, global competition and customer power 

 Need for aligning quality with customer focus 

 Quality in new areas 
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Roles of quality management? 

 
 

Quality Manager 

 

Lean Leader 

Organization 

Development 

 

Business 

Development 

 

Business Excellence 

 

Master Black Belt 

…and what about service industry and 

public organizations? 

? 



What is the training level 

among quality managers? 

Just 31 % of the 550 quality manager  

that was asked had less than 1 week  

of training in quality management 



What knowledge is needed? 



Roles of quality management 
(ASQ Certification) 

 Biomedical Auditor 

 Calibration Technician 

 HACCP Auditor 

 Lean Certification 

 Manager of Quality/Organizational 

Excellence 

 Master Black Belt 

 Pharmaceutical GMP Professional 

 Quality Auditor 

 Quality Engineer 

 

 Quality Improvement Associate 

 Quality Inspector 

 Quality Process Analyst 

 Quality Technician 

 Reliability Engineer 

 Six Sigma Black Belt 

 Six Sigma Green Belt 

 Six Sigma Yellow Belt 

 Software Quality Engineer 

http://asq.org/cert/biomedical-auditor
http://asq.org/cert/haccp-auditor
http://asq.org/cert/SME-AME-Shingo-Institute-Lean-Certification-Alliance
http://asq.org/cert/manager-of-quality
http://asq.org/cert/master-black-belt
http://asq.org/cert/pharmaceutical-gmp
http://asq.org/cert/quality-auditor
http://asq.org/cert/quality-engineer
http://asq.org/cert/quality-improvement-associate
http://asq.org/cert/quality-process-analyst
http://asq.org/cert/quality-technician
http://asq.org/cert/six-sigma-black-belt
http://asq.org/cert/six-sigma-green-belt
http://asq.org/cert/software-quality-engineer


Roles of quality management 
(JUSE Seminaries and training courses) 

TQM 
TQM Seminar for Top Management 

TQM Seminar for Managers 

TQM Seminar for Section Chiefs 

Introductory Course for TQM 

Policy Management Seminar 

TQM Seminar for Sales Department 

Visual Management and Human Error prevention course  

International Seminar on TQM (English) 

 

QC Method 
QC Basic Course 

QC Introductory Course 

Quality Management Correspondence Course 

Quality Function Deployment Seminar 

Introductory Course for P7(New Product Planning 7 Tools) 

Introductory Course for New 7 Tools 

Problem Solving Skill-up Seminar 

Introductory Course for Problem Solving Method/Practice 

Task Achieving Type QC Story Seminar for Management 

 

QC Circles 
QC Circle Seminar for Managers 

QC Circle Seminar for QC Circle Leaders 

Task Achieving Type QC Story Seminar  

QC Circle Elementary Course for Beginners 

QC Problem Solving Workshop 

Coaching Seminar  

 

Software 
Software Quality Course for Management 

Software Quality Course for Engineers 

Software Quality Course for Design Review 

Software Quality Course for Project Management 

Debug Engineering and Test Method course 

Software Quality Course for Process Improvement 

 

Reliability Engineering 
Reliability Engineering Basic Course  

Reliability Engineering Seminar on FMEA/FTA 

Reliability Engineering Course on Design Review 

Reliability Engineering Course for Reliability Test 

Reliability Engineering Course for Fault Analysis 

Introductory Course for Product Liability and Safety 

Risk Assessment course using R-Map method  

 

Design of Experiment/Multivariate Analysis 
Basic Course for Design of Experiment 

Introductory Course for Multivariate Analysis 

 

IE/IV/Cost Management/Sensory Evaluation 
IE Basic Course for improvement 

Cost Management Seminar 

Sensory Evaluation Seminar 

 

Medicine 
Statistical Analysis Course for Clinical Testing 

Biomedical Statistics Seminar 

Medical Writing Seminar 

Pharmacoepidemiology Seminar 

 

ISO Management System 
ISO 9000 Quality Management System Auditor Training Course 

ISO 9000 Quality Management System Course for Internal Auditor Training 

ISO 9000 Seminar for Top Management 

ISO 9000 Seminar for Managers 

Seminar on ISO 9001 QMS Requirement 

Seminar on ISO/TS 16949 Requirement for Automobile Industries 

ISO 14001 Environmental Management System Auditor Training Course 

ISO 14001 EMS Internal Auditor Training Course 

Seminar on ISO 14001 EMS Requirement 

ISO22000 FSMS Course 

Information Security Management System Course 

General Management System Introductory Seminar for QMS/EMS/OHSMS  



Future model for continual 

improvements 



Contradictions in quality 

management 

 Creating robust processes and at the same time agility 

 Long-range focus in a short time world 

 Simplify things and at the same time develop complex methods 

 Develop a strong quality profession and at the same time move 

quality responsibility to management 

 Involvement of people and acting in an objective way 

 Create cost effective processes and focus on delivering customer 

value 

 Working locally with a cross-functional perspective 

 Bottom-up and top-down 
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