Quality Terms and Definitions

A

Acceptable quality level (AQL): In a continuing series of lots, a quality level that, for the purpose of sampling inspection, is the limit of satisfactory process average. 

Acceptance sampling plan: A specific plan that indicates the sampling sizes and associated acceptance or nonacceptance criteria to be used. In attributes sampling, for example, there are single, double, multiple, sequential, chain and skip-lot sampling plans. In variables sampling, there are single, double and sequential sampling plans. (For detailed descriptions of these plans, see the standard ANSI/ISO/ASQ A3534-2, Statistics—Vocabulary and Symbols—Statistical Quality Control.) 

Accreditation: Certification by a duly recognized body of the facilities, capability, objectivity, competence and integrity of an agency, service, or operational group or individual to provide the specific service or operation needed. 

Action plan: A specific method or process to achieve the results called for by one or more objectives. May be a simpler version of a project plan. 

Advanced Product Quality Planning (APQP): Segment of QS-9000 process that uses tools to offer the opportunity to get ahead of problems and solve them before the problems affect the customer. 

education and support related to workplace learning and performance. 

Attribute data: Go/no-go information. The control charts based on attribute data include percent chart, number of affected units chart, count chart, count per unit chart, quality score chart and demerit chart. 

Audit: The inspection and examination of a process or quality system to ensure compliance to requirements. An audit can apply to an entire organization or may be specific to a function, process or production step. 

Automotive Industry Action Group (AIAG): The originator and sole source of the QS-9000 series of standards. 

 (AOQL): The maximum average outgoing quality over all possible levels of incoming quality for a given acceptance sampling plan and disposal specification. 

B

Benchmarking: An improvement process in which a company measures its performance against that of best in class companies, determines how those companies achieved their performance levels and uses the information to improve its own performance. The subjects that can be benchmarked include strategies, operations, processes and procedures. 

Best practice: A superior method or innovative practice that contributes to the improved performance of an organization, usually recognized as "best" by other peer organizations. 

. 

Blemish: An imperfection severe enough to be noticed but that should not cause any real impairment with respect to intended normal or reasonably foreseeable use (see also "defect," "imperfection" and "nonconformity"). 

Bottom line: The essential or salient point; the primary or most important consideration. Also, the line at the bottom of a financial report that shows the net profit or loss. 

Brainstorming: A technique teams use to generate ideas on a particular subject. Each person in the team is asked to think creatively and write down as many ideas as possible. The ideas are not discussed or reviewed until after the brainstorming session. 

C

Calibration: The comparison of a measurement instrument or system of unverified accuracy to a measurement instrument or system of known accuracy to detect any variation from the required performance specification. 

Cause: An identified reason for the presence of a defect or problem. 

Cause and effect diagram: A tool for analyzing process dispersion. It is also referred to as the "Ishikawa diagram," because Kaoru Ishikawa developed it, and the "fishbone diagram," because the complete diagram resembles a fish skeleton. The diagram illustrates the main causes and subcauses leading to an effect (symptom). The cause and effect diagram is one of the "seven tools of quality." (See listing). 

Champion: A business leader or senior manager who ensures that resources are available for training and projects, and who is involved in project tollgate reviews; also an executive who supports and addresses Six Sigma organizational issues. 

Characteristic: The factors, elements or measures that define and differentiate a process, function, product, service or other entity. 

Chart: A tool for organizing, summarizing and depicting data in graphic form. 

Checklist: A tool used to ensure all important steps or actions in an operation have been taken. Checklists contain items important or relevant to an issue or situation. Checklists are often confused with check sheets (see individual entry). 

Check sheet: A simple data recording device. The check sheet is custom designed by the user, which allows him or her to readily interpret the results. The check sheet is one of the "seven tools of quality." (See listing). Check sheets are often confused with checklists (see individual entry). 

Classification of defects: The listing of possible defects of a unit, classified according to their seriousness. Note: Commonly used classifications: class A, class B, class C, class D; or critical, major, minor and incidental; or critical, major and minor. Definitions of these classifications require careful preparation and tailoring to the product(s) being sampled to enable accurate assignment of a defect to the proper classification. A separate acceptance sampling plan is generally applied to each class of defects. 

Common causes: Causes of variation that are inherent in a process over time. They affect every outcome of the process and everyone working in the process (see also "special causes"). 

Company culture: A system of values, beliefs and behaviors inherent in a company. To optimize business performance, top management must define and create the necessary culture. 

Compliance: The state of an organization that meets prescribed specifications, contract terms, regulations or standards. 

Continuous flow production: Means that items are produced and moved from one processing step to the next one piece at a time. Each process makes only the one piece that the next process needs, and the transfer batch size is one. 

Continuous improvement (CI): Sometimes called continual improvement. The ongoing improvement of products, services or processes through incremental and breakthrough improvements. 

Control chart: A chart with upper and lower control limits on which values of some statistical measure for a series of samples or subgroups are plotted. The chart frequently shows a central line to help detect a trend of plotted values toward either control limit. 

Control limits: The natural boundaries of a process within specified confidence levels, expressed as the upper control limit (UCL) and the lower control limit (LCL). 

Control plan (CP): A document that describes the required characteristics for the quality of a product or service, including measures and control methods. 

Coordinate measuring machine (CMM): A device that dimensionally measures 3-D products, tools and components with an accuracy approaching 0.0001 in. 

Corrective action: The implementation of solutions resulting in the reduction or elimination of an identified problem. 

Cost of poor quality (COPQ): The costs associated with providing poor quality products or services. There are four categories of costs: internal failure costs (costs associated with defects found before the customer receives the product or service), external failure costs (costs associated with defects found after the customer receives the product or service), appraisal costs (costs incurred to determine the degree of conformance to quality requirements) and prevention costs (costs incurred to keep failure and appraisal costs to a minimum). 

Cost of quality (COQ): A term coined by Philip Crosby referring to the cost of poor quality. 

Crosby, Philip (deceased): The founder and chairman of the board of Career IV, an executive management consulting firm. Crosby also founded Philip Crosby Associates Inc. and the Quality College. He wrote many books including Quality Is Free, Quality Without Tears, Let's Talk Quality, and Leading: The Art of Becoming an Executive. Crosby, who originated the zero defects concept, was an ASQ Honorary Member and past president. 

Cross functional: A term used to describe a process or an activity that crosses the boundary between functions. A cross functional team consists of individuals from more than one organizational unit or function. 

Culture change: A major shift in the attitudes, norms, sentiments, beliefs, values, operating principles and behavior of an organization. 

Customer: See "external customer" and "internal customer." 

Customer delight: The result of delivering a product or service that exceeds customer expectations. 

Cycle time: The elapsed time between the start and completion of a task or an entire process; for example, in order processing it can be the time between receipt and delivery of an order. 

D

Data: A set of collected facts. There are two basic kinds of numerical data: measured or variable data, such as "16 ounces," "4 miles" and "0.75 inches," and counted or attribute data, such as "162 defects." 

Defect: A product's or service's nonfulfillment of an intended requirement or reasonable expectation for use, including safety considerations. There are four classes of defects: class 1, very serious, leads directly to severe injury or catastrophic economic loss; class 2, serious, leads directly to significant injury or significant economic loss; class 3, major, is related to major problems with respect to intended normal or reasonably foreseeable use; and class 4, minor, is related to minor problems with respect to intended normal or reasonably foreseeable use (see also "blemish," "imperfection" and "nonconformity"). 

Defective: A defective unit; a unit of product that contains one or more defects with respect to the quality characteristic(s) under consideration. 

Design of experiments (DOE): A branch of applied statistics dealing with planning, conducting, analyzing and interpreting controlled tests to evaluate the factors that control the value of a parameter or group of parameters. 

Deviation: In numerical data sets, the difference or distance of an individual observation or data value from the center point (often the mean) of the set distribution. 

. 

E

Efficiency: The ratio of the output to the total input in a process. 

Efficient: A term describing a process that operates effectively while consuming the minimum amount of resources (such as labor and time). 

Eighty-twenty (80-20): A term referring to the Pareto principle, which was first defined by J. M. Juran in 1950. The principle suggests most effects come from relatively few causes; that is, 80% of the effects come from 20% of the possible causes. 

Electric data interchange (EDI): The electronic exchange of data between customers and suppliers and vice versa. 

Employee involvement (EI): A practice within an organization whereby employees regularly participate in making decisions on how their work areas operate, including making suggestions for improvement, planning, goal setting and monitoring performance. 

Empowerment: A condition whereby employees have the authority to make decisions and take action in their work areas without prior approval. For example, an operator can stop a production process if he or she detects a problem, or a customer service representative can send out a replacement product if a customer calls with a problem. 

Expectations: Customer perceptions about how an organization's products and services will meet their specific needs and requirements. 

External customer: A person or organization that receives a product, service or information but is not part of the organization supplying it. (See also "internal customer.") 

External failure: Nonconformance identified by the external customers. 

F 

Facilitator: A specifically trained person who functions as a teacher, coach and moderator for a group, team or organization. 

Failure: The inability of an item, product or service to perform required functions on demand due to one or more defects. 

Failure cost: The cost resulting from the occurrence of defects. 

Failure mode effects analysis (FMEA): A procedure in which each potential failure mode in every subitem of an item is analyzed to determine its effect on other subitems and on the required function of the item. 

Fishbone diagram: See "cause and effect diagram." 

Five Ss: Five terms beginning with "S" utilized to create a workplace suited for visual control and lean production. Seiri means to separate needed tools, parts, and instructions from unneeded materials and to remove the latter. Seiton means to neatly arrange and identify parts and tools for ease of use. Seiso means to conduct a cleanup campaign. Seiketsu means to conduct seiri, seiton, and seiso at frequent, indeed daily, intervals to maintain a workplace in perfect condition. Shitsuke means to form the habit of always following the first four Ss. 

Five whys: A technique for discovering the root causes of a problem and showing the relationship of causes by repeatedly asking the question, "Why?" 

Flowchart: A graphical representation of the steps in a process. Flowcharts are drawn to better understand processes. The flowchart is one of the "seven tools of quality." 

Focus group: A group, usually of 8 to 10 persons, that is invited to discuss an existing or planned product, service or process. 

G

Gantt chart: A type of bar chart used in process planning and control to display planned work and finished work in relation to time. 

Gap analysis: The comparison of a current condition to the desired state. 

Gauge repeatability and reproducibility (GR&R): The evaluation of a gauging instrument's accuracy by determining whether the measurements taken with it are repeatable (there is close agreement among a number of consecutive measurements of the output for the same value of the input under the same operating conditions) and reproducible (there is close agreement among repeated measurements of the output for the same value of input made under the same operating conditions over a period of time). 

Geometric dimensioning and tolerancing (GD&T): A method to minimize production costs by showing the dimensioning and tolerancing on a drawing while considering the functions or relationships of part features. 

Goal: A broad statement describing a desired future condition or achievement without being specific about how much and when. 

Go/no-go: State of a unit or product. Two parameters are possible: go (conforms to specifications) and no-go (does not conform to specifications). 

H
 Heijunka: The act of leveling the variety or volume of items produced at a process over a period of time. Used to avoid excessive batching of product types and volume fluctuations, especially at a pacemaker process. 

Histogram: A graphic summary of variation in a set of data. The pictorial nature of the histogram lets people see patterns that are difficult to detect in a simple table of numbers. The histogram is one of the "seven tools of quality." 

House of quality: A product planning matrix, somewhat resembling a house, that is developed during quality function deployment and shows the relationship of customer requirements to the means of achieving these requirements. 

I

Imagineering: Developing in the mind's eye a process without waste. 

Imperfection: A quality characteristic's departure from its intended level or state without any association to conformance to specification requirements or to the usability of a product or service (see also "blemish," "defect" and "nonconformity"). 

Improvement: The positive effect of a process change effort. 

In-control process: A process in which the statistical measure being evaluated is in a state of statistical control; in other words, the variations among the observed sampling results can be attributed to a constant system of chance causes (see also "out-of-control process"). 

Incremental improvement: Improvements that are implemented on a continual basis. 

Indicators: Established measures used to determine how well an organization is meeting its customers' needs as well as other operational and financial performance expectations. 

Inputs: The products, services, material and so forth obtained from suppliers and used to produce the outputs delivered to customers. 

Inspection: Measuring, examining, testing and gauging one or more characteristics of a product or service and comparing the results with specified requirements to determine whether conformity is achieved for each characteristic. 

Inspection cost: The cost associated with inspecting a product to ensure it meets the internal or external customer's needs and requirements; an appraisal cost. 

Internal customer: The recipient (person or department) within an organization of another person's or department's output (product, service or information) (see also "external customer"). 

Internal failure: A product failure that occurs before the product is delivered to external customers. 

ISO 14000: An environmental management standard related to what organizations do that affects their physical surroundings. In the process of being made compatible with ISO 9000. 

ISO 9000 series standards: A set of international standards on quality management and quality assurance developed to help companies effectively document the quality system elements to be implemented to maintain an efficient quality system. The standards, initially published in 1987, are not specific to any particular industry, product or service. The standards were developed by the International Organization for Standardization, known as ISO, a specialized international agency for standardization composed of the national standards bodies of 91 countries. The standards underwent major revision in 2000 and now include ISO 9000:2000 (definitions), ISO 9001:2000 (requirements) and ISO 9004:2000 (continuous improvement). 

ISO/TS 16949: The International Organization for Standardization, known as ISO, international technical specification for quality management systems, with particular requirements for the application of ISO 9001:2000 for automotive production and relevant service part organization. Now in its second edition. 

J

Just-in-time (JIT) manufacturing: An optimal material requirement planning system for a manufacturing process in which there is little or no manufacturing material inventory on hand at the manufacturing site and little or no incoming inspection. 

Just-in-time training: The provision of training only when it is needed to all but eliminate the loss of knowledge and skill caused by a lag between training and use. 

K

Kaizen: A Japanese term that means gradual unending improvement by doing little things better and setting and achieving increasingly higher standards. Masaaki Imai made the term famous in his book, Kaizen: The Key to Japan's Competitive Success. 

Kanban: A Japanese term for one of the primary tools of a just-in-time system. It maintains an orderly and efficient flow of materials throughout the entire manufacturing process. It is usually a printed card that contains specific information such as part name, description and quantity. 

L

Leader: An individual who is recognized by others as a person they will follow. 

Leadership: An essential part of a quality improvement effort. Organization leaders must establish a vision, communicate that vision to those in the organization and provide the tools and knowledge necessary to accomplish the vision. 

Lean manufacturing: Initiative focused on eliminating all waste in manufacturing processes. Principles of lean include zero waiting time, zero inventory, scheduling (internal customer pull instead of push system), batch to flow (cut batch sizes), line balancing and cutting actual process times. 

M

Management review: A periodic meeting of management at which it reviews the status and effectiveness of the organization's quality management system. 

Matrix: A planning tool for displaying the relationships among various data sets. 

Mean: A measure of central tendency; the arithmetic average of all measurements in a data set. 

Measure: The criteria, metric or means to which a comparison is made with output. 

Measurement: The act or process of quantitatively comparing results with requirements. 

Median: The middle number or center value of a set of data in which all the data are arranged in sequence. 

N
Nonconformity: The nonfulfillment of a specified requirement (see also "blemish," "defect" and "imperfection"). 

Nonvalue added: A term that describes a process step or function that is not required for the direct achievement of process output. This step or function is identified and examined for potential elimination. 

O
Objective: A specific statement of a desired short term condition or achievement; includes measurable end results to be accomplished by specific teams or individuals within time limits. 

Original equipment manufacturer's (OEM): A company that uses product components from one or more other companies to build a product that it sells under its own company name and brand. Sometimes mistakenly used to refer to the company that supplies the components. 

Out-of-control process: A process in which the statistical measure being evaluated is not in a state of statistical control. In other words, the variations among the observed sampling results can be attributed to a constant system of chance causes (see also "in-control process"). 

Out of spec: A term that indicates a unit does not meet a given requirement. 

P
Pareto chart: A graphical tool for ranking causes from most significant to least significant. It is based on the Pareto principle, which was first defined by J. M. Juran in 1950. The principle, named after 19th century economist Vilfredo Pareto, suggests most effects come from relatively few causes; that is, 80% of the effects come from 20% of the possible causes. The Pareto chart is one of the "seven tools of quality." 

P chart: See "percent chart." 

Poka-yoke: Japanese term that means mistake-proofing. A poka-yoke device is one that prevents incorrect parts from being made or assembled or easily identifies a flaw or error. 

Policy: An overarching plan (direction) for achieving an organization's goals. 

Preventative action: Action taken to remove or improve a process to prevent potential future occurrences of a nonconformance. 

Prevention cost: The cost incurred by actions taken to prevent a nonconformance from occurring. 

Prevention vs. detection: A term used to contrast two types of quality activities. Prevention refers to activities designed to prevent nonconformances in products and services. Detection refers to activities designed to detect nonconformances already in products and services. Another phrase to describe this distinction is "designing in quality vs. inspecting in quality." 

Problem solving: The act of defining a problem; determining the cause of the problem; identifying, prioritizing and selecting alternatives for a solution; and implementing a solution. 

Procedure: The steps in a process and how these steps are to be performed for the process to fulfill customer's requirements. 

Process: A set of interrelated work activities characterized by a set of specific inputs and value added tasks that make up a procedure for a set of specific outputs. 

Process control: The methodology for keeping a process within boundaries; minimizing the variation of a process. 

Process improvement: The application of the plan-do-study-act (PDSA) philosophy to processes to produce positive improvement and better meet the needs and expectations of customers (see "plan-do-check-act cycle"). 

Process improvement team: A structured environment often made up of cross functional members who work together to improve a process or processes. 

Process kaizen: Improvements made at an individual process or in a specific area. Sometimes called "point kaizen." 

Process management: The pertinent techniques and tools applied to a process to implement and improve process effectiveness, hold the gains and ensure process integrity in fulfilling customer requirements. 

Process performance management (PPM): The overseeing of process instances to ensure their quality and timeliness. Can also include proactive and reactive actions to ensure a good result. 

Production part approval process (PPAP): A Big Three automotive process that defines the generic requirements for approval of production parts, including production and bulk materials. Its purpose is to determine during an actual production run at the quoted production rates whether all customer engineering design record and specification requirements are properly understood by the supplier and that the process has the potential to produce product consistently meeting these requirements. 

Project management: The application of knowledge, skills, tools and techniques to a broad range of activities to meet the requirements of the particular project. Project management knowledge and practices are best described in terms of their component processes. These processes can be placed into five process groups (initiating, planning, executing, controlling and closing) and nine knowledge areas (project integration management, project scope management, project time management, project cost management, project quality management, project human resource management, project communications management, project risk management and project procurement management). 

Pull system: An alternative to scheduling individual processes, in which the customer process withdraws the items it needs from a supermarket, and the supplying process produces to replenish what was withdrawn. Used to avoid push. See also "kanban." 

Q
QS-9000: A quality management standard developed by the Big Three Automakers for the automotive sector. Currently largely replaced by Technical Specification 16949 (ISO/TS 16949, see listing). 

Quality: A subjective term for which each person has his or her own definition. In technical usage, quality can have two meanings: 1. the characteristics of a product or service that bear on its ability to satisfy stated or implied needs. 2. a product or service free of deficiencies. 

Quality assurance/quality control (QA/QC): Two terms that have many interpretations because of the multiple definitions for the words "assurance" and "control." For example, "assurance" can mean the act of giving confidence, the state of being certain or the act of making certain; "control" can mean an evaluation to indicate needed corrective responses, the act of guiding or the state of a process in which the variability is attributable to a constant system of chance causes. (For a detailed discussion on the multiple definitions, see ANSI/ISO/ASQ A3534-2, Statistics--Vocabulary and Symbols--Statistical Quality Control.) One definition of quality assurance is: all the planned and systematic activities implemented within the quality system that can be demonstrated to provide confidence a product or service will fulfill requirements for quality. One definition for quality control is: the operational techniques and activities used to fulfill requirements for quality. Often, however, "quality assurance" and "quality control" are used interchangeably, referring to the actions performed to ensure the quality of a product, service or process. 

Quality audit: A systematic, independent examination and review to determine whether quality activities and related results comply with planned arrangements and whether these arrangements are implemented effectively and are suitable to achieve the objectives. 

Quality engineering: The analysis of a manufacturing system at all stages to maximize the quality of the process itself and the products it produces. 

Quality plan: A document or set of documents that describe the standards, quality practices, resources and processes pertinent to a specific product, service or project. 

Quality policy: An organization's general statement of its beliefs about quality, how quality will come about and what is expected to result. 

R

Random sampling: A commonly used sampling technique in which sample units are selected so that all combinations of n units under consideration have an equal chance of being selected as the sample. 

Requirements: The ability of an item to perform a required function under stated conditions for a stated period of time. 

Right the first time: A term used to convey the concept that it is beneficial and more cost effective to take the necessary steps up front to ensure a product or service meets its requirements than to provide a product or service that will need rework or not meet customer needs. In other words, an organization should engage in defect prevention rather than defect detection. 

Root cause: A factor that caused a nonconformance and should be permanently eliminated through process improvement. 

Run chart: A chart showing a line connecting numerous data points collected from a process running over a period of time. 

S
Sample: In acceptance sampling, one or more units of product (or a quantity of material) drawn from a lot for purposes of inspection to reach a decision regarding acceptance of the lot. 

Sample size: [n] The number of units in a sample. 

variable to make the prediction. The graph will show possible relationships (although two variables might appear to be related, they might not be: those who know most about the variables must make that evaluation). The scatter diagram is one of the "seven tools of quality." 

Scorecard: A scorecard is an evaluation device, usually in the form of a questionnaire, that specifies the criteria customers will use to rate your business's performance in satisfying their requirements. 

Self-directed work team (SDWT): A type of team structure in which much of the decision making regarding how to handle the team's activities is controlled by the team members themselves. 

Six Sigma: A methodology that provides businesses with the tools to improve the capability of their business processes. This increase in performance and decrease in process variation lead to defect reduction and improvement in profits, employee morale and quality of product. 

Standard: The metric, specification, gage, statement, category, segment, grouping, behavior, event or physical product sample against which the outputs of a process are compared and declared acceptable or unacceptable. 

Standard work: A precise description of each work activity specifying cycle time, takt time (see listing), the work sequence of specific tasks and the minimum inventory of parts on hand needed to conduct the activity. 

Statistical process control (SPC): The application of statistical techniques to control a process. The term "statistical quality control" is often used interchangeably with "statistical process control." 

Statistics: A field that involves the tabulating, depicting and describing of data sets; a formalized body of techniques characteristically involving attempts to infer the properties of a large collection of data from inspection of a sample of the collection. 

Supplier: A source of materials, service or information input provided to a process. 

Supplier quality assurance: Confidence a supplier's product or service will fulfill its customers' needs. This confidence is achieved by creating a relationship between the customer and supplier that ensures the product will be fit for use with minimal corrective action and inspection. According to J. M. Juran, there are nine primary activities needed: 1. define product and program quality requirements, 2. evaluate alternative suppliers, 3. select suppliers, 4. conduct joint quality planning, 5. cooperate with the supplier during the execution of the contract, 6. obtain proof of conformance to requirements, 7. certify qualified suppliers, 8. conduct quality improvement programs as required and 9. create and use supplier quality ratings. 

Supply chain: The series of suppliers relating to a given process. 

Symptom: An observable phenomenon arising from and accompanying a defect. 

System: A group of interdependent processes and people that together perform a common mission. 

System kaizen: Improvement aimed at an entire value stream.

T

Takt time: The rate of customer demand. Takt is the heartbeat of a lean system. Takt time is calculated by dividing production time by the quantity the customer requires in that time. 

Task: A specific, definable activity to perform an assigned piece of work, often finished within a certain time. 

Team: A group of individuals organized to work together to accomplish a specific objective. 

Tolerance: The maximum and minimum limit values a product may have and still meet customer requirements. 

Tooling and Equipment (TE) Supplement: An interpretation of QS-9000 (see listing) developed by the Big Three automakers for tooling and equipment suppliers. 

Total productive maintenance (TPM): A series of methods, originally pioneered by Nippondenso (a member of the Toyota group), to ensure every machine in a production process is always able to perform its required tasks so that production is never interrupted. 

Total quality: A strategic integrated system for achieving customer satisfaction that involves all managers and employees and uses quantitative methods to continuously improve an organization's processes. 

Total quality control (TQC): A system that integrates quality development, maintenance and improvement of the parts of an organization. It helps a company economically manufacture its product and deliver its services. 

Total quality management (TQM): A term initially coined by the Naval Air Systems Command to describe its Japanese style management approach to quality improvement. Since then, TQM has taken on many meanings. Simply put, it is a management approach to long-term success through customer satisfaction. TQM is based on the participation of all members of an organization in improving processes, products, services and the culture in which they work. The methods for implementing this approach are found in the teachings of such quality leaders as Philip B. Crosby, W. Edwards Deming, Armand V. Feigenbaum, Kaoru Ishikawa and Joseph M. Juran. 

Trend: The graphical representation of a variable's tendency, over time, to increase, decrease or remain unchanged. 

U
Unit: An object on which a measurement or observation can be made. Note: Commonly used in the sense of a "unit of product,"the entity of product inspected in order to determine whether it is defective or nondefective. 

Upper control limit (UCL): Control limit for points above the central line in a control chart. 

V
Value added: The parts of the process that add worth from the perspective of the external customer. 

Value adding process: Activities that transform input into a customer usable output. The customer can be internal or external to the organization. 

Value stream mapping: A pencil and paper tool used in two stages: 1. Follow a product's production path from beginning to end and draw a visual representation of every process in the material and information flows. 2. Then draw a future state map of how value should flow. The most important map is the future state map. 

Variable data: Measurement information. Control charts based on variable data include average (X-bar) chart, range (R) chart, and sample standard deviation (s) chart. 

Variation: A change in data, characteristic or function caused by one of four factors: special causes, common causes, tampering or structural variation (see individual entries). 

to as the "useful many." When Juran first defined this principle, he referred to the remaining causes as the "trivial many," but realizing that no problems are trivial in quality assurance, he changed it to "useful many." 

Voice of the customer: The expressed requirements and expectations of customers relative to products or services, as documented and disseminated to the members of the providing organization

Value added: The parts of the process that add worth from the perspective of the external customer. 

Value adding process: Activities that transform input into a customer usable output. The customer can be internal or external to the organization. 

Values: The fundamental beliefs that drive organizational behavior and decision making. 

Value stream: All activities, both value added and nonvalue added, required to bring a product from raw material state into the hands of the customer, bring a customer requirement from order to delivery and bring a design from concept to launch. 

Value stream mapping: A pencil and paper tool used in two stages: 1. Follow a product's production path from beginning to end and draw a visual representation of every process in the material and information flows. 2. Then draw a future state map of how value should flow. The most important map is the future state map. 

Variable data: Measurement information. Control charts based on variable data include average (X-bar) chart, range (R) chart, and sample standard deviation (s) chart. 

Variation: A change in data, characteristic or function caused by one of four factors: special causes, common causes, tampering or structural variation (see individual entries). 

Voice of the customer: The expressed requirements and expectations of customers relative to products or services, as documented and disseminated to the members of the providing organization. 

W
Waste: Any activity that consumes resources and produces no added value to the product or service a customer receives. 

Work team: A team comprising members from one work unit. Also called a "natural team." 

World-class quality: A term used to indicate a standard of excellence: best of the best. 

X
X-bar chart: Average chart.

Z
Zero defects: A performance standard and methodology developed by Philip B. Crosby that states if people commit themselves to watching details and avoiding errors, they can move closer to the goal of zero. 

