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ABSTRACT

The study aims at understanding the nature of strategy for quality and productivity. it also
attempts to develop and test a framework under which a flexible strategy for quality and
productivity may be developed. It addresses questions like, What ?, Why ?, and How ? about
a flexible strategy formulation? It also addresses how a quality and productivity strategy may
be formulated.

Reasonably intensive review of literature has been done. It has been organised under the four
heads namely, corporate strategy, flexibility, quality and poductivity. Review of literature helped
in identifying the issues. Some of the issues identified are quality and productivity strategy as a
core management function, integration of quality and productivity strategy with corporate
business strategy, comprehensive and explicit framework for developing a quality and
productivity strategy, and a conceptual model for flexibility in strategy. The literature further
helped identifying other issues like people's ir valvement, training, role of top management,
organisational gulture, structure, quality consciousness in the organisaticn, technology
upgradation, maturity in technology ab:orption, customer orientaticn, customer
satisfaction/delight, perception of role of vendor/supplier in the organisation, organisation's
capacity to undergo change or withstand the pressure of changing times, short and long term
goals, and so on. .

The specific objective of the study. is to develop a theoretical foundation in the area of flexibility
in strategy. It attempts to develop a comprehensive model of flexibility in corporate strategy
and also of flexibility in quality and productivity strategy. It further tries to develop and test
comprehensive framework for developing strategy for quality and productivity.

The principles of flexible systems methodology have been used for designing the way to carry
out-the study. The entire study is divided into three different parts which are called as pilot
study, macro study, and micro study. The pilot study basically is an exploratory study, which
has been carried out to answer "why" part of the study. The Macro study tries to answer "
what" part of the study. The micro study tries to answer "how" part of the study. The different
steps of the methodology like problem conceptualisation, identification of techniques, fuzzy
Clustering, matching the attributes, selection of research methods, and finally integration and
innovation have been followed.

Flexibility in strategy has been conceptualised under four phases, namely, strategic learning
(and uniearning), strategic intent, strategy evolution, and strategic resonance. For quality and
productivity strategy, these four phases (learning, intent, evolution, and resonance) have been

addressed specifically. They operate at two different levels ( Corporate strategy and functional
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strategy) and are therefrore, conceptualised under the same four phases, these are expected

to be aligned to each other. _

The study begins with a survey which attempts to identify the existing quality and productivity

strategy. The findings of the pilot study are that sufficient evidences are not available to

conclude that a explicitly defined quality and productivity strategy exists. In the name of quality

and productivity strategy everything is left to Total Quality Management (TQM). TGM itself has

been understood as an end (measure of corporate success) rather than a means (functional

strategy) to achieve the ends.

It also concludes that flexibility in TQM makes it more effective. Rigid implementation makes it

only a ritual.

The First half of the macro study analyses twenty mission/vision statements of different

organisations. Further, thirty two quality policies, six internationally accepted quality awards,

- namely The Balridge Award Model, The European Quality Award Model, The Juran Model,

Anderson Consulting Model, McKinsey TQM Model, Cll Exim Business Excellence Award, and

statements of six quality gurus namely three American Quality Gurus- Deming, Juran, Crosby

and three Japanese Quality Gurus, Ishikawa, Taguchi, Shingo have been analysed to propose

a framework for quality and productivity strategy. It has been developed under six heads

namely people, culture, structure, technology, customer orientation (quality goal), and system

capabilities (productivity goal). Empirical testing of the conceptual model of the study has been

done through a questionnaire filled through interviews and WOrkshops. A total of 228 senior
executives participated in interviews and workshops covering 64 organisations. Through the

questionnaire quality and productivity strategy and flexibility in strategy were examined. Rate

of returns (on Total assets, Capital employed, and Shareholder's fund) of fifty nine
organisations were computed. It was found that in quality and productivity strategy- people
factor came out to be the most important factor. The factor openness in flexibility in strategy
came out to be the most important factor. Flexibility in strategy has been found to be
contributing to rate of returns on capital employed and shareholder's fund significantly.

The micro study has been conducted based on the data provided by Modi Xerox Limited,

(MXL). In the study the already existing business strategy of MXL is examined on flexibility
front. Further the various quality and productivity issues addressed are also examined in view.
of the proposed framework.

The study is likely to be found useful by the managers/corporate planners/consultants in the
area of strategic management. Those involved with quality management area like TQM may
also derive benefit out of this study. Besides them the study. paves the way for academicians

and researchers working in the area of flexible strategy for quality and productivity.
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