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The word quality has become a term wnhich no respectable
buginess or industry would dare to ignore especiully thess days
when competition is so keen that survival centres azround the ability
of the business cor the industry to sell t¢ consumers. But what
distinguishes a top quality business or industry from a mszdiocre one
is the billion dollar question, the arswer to whicih is a2z elusive
as it is desirable. We ir Singapore are vary fortungt. today whers
there is a tremendous amount of informabicr avallable to give us
encugh clues to the possible answers. Uae are also very fortunate i
in that we are a newly industrializing coumtry. There ars others
that are more advanced than us, They ar< thes onss zhezd of us in
the tracking team. Théy sre the onss vhs provide us with the topo-
graphy as they track their way through the world's zconomic jungle,
It is only common sense and logical that we study the- topography
carefully and taka the right track to succaess. It is prudent for
us to learr: from the experiwnces of these who have gons bafors us
and avoid the mistakes and pitfalls as v go zleng, It doss not
meke sense not to do so. It would only bs that pride which comes
before the fall,

To datz, ths Japanese have bren able tu give us the clsarest
xamples of how to increase preductivity through adh.rocce to quality.
They have brought to us a naw cencept, & W meaning t0 quality -
thsz conformancs: to specifications or roquiroments ag vigwsd from
the. customers’ point of visw. Make all vour producis to conform
with the requirements of the majority of corsuncrs and you will
crenbe the demand that is so necwssary to o company’s survival, It
has bown this conformance to consumar ¢ mend thnt has boun res-
ponsibls for Japan's and scome othsr counirlas’® vory suce.ssful
wntry into the American consum-r marke:, so puch so bhat America's

share of its own ste:l industry has deonp d frox 95.% per cont
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to 81 peﬁ cent over the period 1960 to 1979. The same case can be
obssrved in the metal cutting tools whers Ametrdca's share has’dropped
from 97 per cent to 75 per cent and calculating wmachines from 95

per cant to 57 per cent. Furthermore, 28 per cont of the sales of
new cars in America last year were manufactured abroad, 30 per cent
of their sports cars, 34 per cent of their microwave ovené and 90
per cent of their motor-cycles!

It is difficult to believe that the decline in sales happcned
suddenly. The America that was once the lsader in the field of
quality must have neglected quality for many years, that is the
seeds for such a situation in America must have been sown a long
time ago. By the same token, for us to gain a competitive edge
over other countries will require a period of time for the process
to take root. We must therefore choose our seeds'ﬁisely, sow them
very carefully but quickly and tend to the young plant very pain-
stakingly till it grows to become a big, strong, tall tree producing
the fruits of quality. So we must start off on this road to success
very carefully, Tirst talking the right rozd and than taking our
directions ever so often to maks surs we rcach the destination.

To do this, we must be clear in our minds the right way to
produce quality products. UWe must understand that quality is more
than just making better products - calculators, houses, furniture
e¢tc. It involves the right management practices, the optimum and
productive use of employees' talents and & coumtry's infrastructure
and resources to produce a product or to provide a2 service that will ' ~;
satisfy consumer needs and preferences - and increase profitability.
Mot being able to do so can lead an industry or a2 business to banke
ruptcy which means a waste of a country's infrastructural facilities
provided for good business and its other resourcos such as its
people, their time and their talents. Thz nceds of {the consumers
cﬁénge rather rapidly at times and it is tha duﬁy of the company
selling the product or the service to constantly keep in touch with
such changing needs. The industry has to constintly feel the ground
for these changes and make adjustments to suit mojority nsads,
Thersfore, although quality means an almost religious adharence to
specifications, thase specifications can chznge ns and when the
majority of consumers needs change.
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Take the television for instance. VYhen it was first conceived,
this innovative idea 2lone sold the product., VWhether the picture
on the screen was clear or not really docs not make much difference
£0 the consumer then. As more brands entor the markst, morc an&
mor: people begin to buy the product. The prasentztion of the
product becomes very important - its appearance. This is conspicuous
consumption. Later on, whan the television bocame part of the con-
sumer's lifestyle, meaning the whole family uses the talevision as
e¢ntertainment and for news, consistant conformancs to the consumer's
requirements begin to determine wheth<r a brand will sell or not.
When averybody just about owns a television set, then rot only must
the talovision conform with specifications, but cconcmy cf the set
b2com:s an important copsideration. These changing noeds of the
consumer will go on and it is the businiss of the compeny that

wonts to survive to kesp track of the changing demands of consumers.

Thersfore ths question that liss buefure any company concernsd
with its continued survival is whather it has the tszm, that group
of peoplc sufficiently trained and fit to work togothur to produce
quality products that will ssll. The bebtor the people, the better
the tzam, the better the products.

This reminds me of my school days when we were pleying rugby
with Raffles Institution., We used to wabch Raffles Institution
wherever they go. Whichever school they playud with, we ware there
to watch them play. Whe were their strong playcrs; which positions
th-y play; what were thelr strengths and wesknossss, e would
then work out various strataegics to win ths gams. We had to keep
very fit znd train hard to win., Similarly fo win in the commercial
world, wz hav: to work very hard together to moks products or

services that will s=11.

Our work:rs do care very much about the product they produce
and ths company they work for. They went to do @11 th.y can to
maks the company finarncially sound. This can oply take shapa with
enlight:nsd luadership - leadership thot cores and goes through
grast pains providing workers also with tho cducation and training
Lo improve their performanc:. Quality work =nd tho =bility to

understand even the most simple oparating znd mointenance instructions
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reouires some level of literacy otherwise, evien the most well-
dosigned equiprent and the most innovative managoment tcechniquses
will be either under-utilizaed or not ufficisntly utilized at all.

Thers is an immediate-need for proficiency in the fundamental
sitills of reading and numbers. Without literacy and numerzcy, it
will be difficult to build more complex skills necsssary to perform
the more specific jobs, thus making workers unable to contribute
to the production of quality products and quality work.

Both you and I are aware that quality problems cadnot be
caused mostly by workers., It is more likcly the othsr way around.
Managenent is the one that sets the stage where workers play.
Management is responsible for the standards they set to which
vorkers respond. If we provide a rotton stage whers the floor
boards crzak; whare the curtains or the stage lights do not work,
then quality will go up the cereek. If the manager is slipshod

with the specifications he sets, the worksys will provide the dame.

Thersfore, it is in the interest of everyone who has anything
at 21l to do with the manufacturing of 2 product - thc boss, the
employee cr the raw material supplicr, to malke a conscious effort
to work diligently and carefully from the very day the product is
conceptualised, right through manufacturing to testing and inspec-
tion. Ample carz and concern must be taken throughout the process
of making the product rathsr than sorting out the defoctive ones at
the end. This is defect prevention., This will =void costly rework
and scrap., It is high time management takes a clossr look at the
cost of scrap or rework and use it as a form of barometer for pro-
duction efficiercy; or the cost of failur:s of 2 project as a
measure of how much thought is given to 2 new product before manue.
facturing for sale. ’ ‘ '

Today, we expect management and labour to work as a team
together., Similarly, we expect suppliasrs and companiss to work
cqually well-in a2 team. Companies should therefore first oncourage
their suppliers to work together with them so that assistance can
be given to suppliers to develop their quality programme in every
way possibls.
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This brings me to a point I would lile to shar: with vou. At
one time, I used to think that having more than one supplior of a
particular raw material ensurss continuity of supply. It also
prevents the supplier from holding a compzny to ronsom. So we 2ll
go for multi-sourcing concept. Today, I believe this concspt may
not work so wsll beczus: it appears as o kind of ‘dividzeand-rule'
principle which do=s not gencrate loyaliy betweonh supplier and
company - instead it creates suspicior. Hunce, it is worthwhile
to think seriously of a onc-suppli:r aystem whore the company can

troat the supplier 2s one of its own and work closely with it,

Of coursc, when asverything else fails, consumers can still
play & very important role in making Singapors syncorymous with
quality and reliability. Espzcizlly so ar: lorgoe corsumcrs like
government and huge companies, Thay must impress on contractors
and supplicre the fact that the quality of tnuir sarvicses or products
depends very largely on what supplicrs cnn supply, Thoy carn help
in this national movement by demanding strict compliance €0 all
Lagitimate technical requirements, withholding payments and tep-
mirating contracts whers neccassary. This cor bs offucbively applied
Lo rzcalcitrant supplicrs who refuse to worl with companies in a

-
CL:EM.

Wa must prass on; we cannot afford Lo relax; ¢r bacoms
complacent (which is possible in view of 21l our succsss s far
providing the optimum climat.: for declino o sct in) thot w:
oversleep as I suspect happsned to America, which woko up eone day
o the rude shock ¢f finding their fornerr gstudents bzeoms tholir
teochars., This is a lesson we have to loarn from the Americans.
Hzd Singapore boen in Americats shoes iodoy, wo would have faced
mor- serious and disastrous conscquenci s bsyond imegination. VWe
cannot afford te go wrong. America has vast resources to cushion
them, we have not. Therefors, we must kesp on loarning, improving

znd working hardsr.

Or this note, I am pleasad to declore this sominer open.




