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The last half century has been seen in the development and 

implementation of a comprehensive system of quality management as 

cited by various authors and proponent in this field.

The quality management system has been pioneered in Japan, and later 

on disseminated across US and Europe.

The changing global business climate and competition have paved way 

for service organization to review the quality imperatives.

However, the transfer of quality practice in manufacturing to the 

service sector has posed a challenge due to differences in several 

aspects.

Thus, the challenge to come up with quality practices in service 

sectors has gained much importance.

INTRODUCTION



E-Leader Conference  Manila, Philippines  January 3, 2012 4

Service quality has emerged as an important field of study in the 

marketing and the organizational behavior texts;

No research work has collectively taken all these features into 

consideration, or has provided an all-encompassing holistic model of 

Total Quality Service (TQS);

The system models looked into the  critical dimensions of TQS which 

can be categorized into three groups:

Dimensions of manufacturing quality management that can be 

effectively used in service organizations with due modifications

Dimensions that are seldom addressed in the field of study but 

are key elements of TQM in both manufacturing and service 

organization

Factors that are highly unique to service organizations.

INTRODUCTION
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QUALITY MANAGEMENT PARADIGM SHIFT

Source: Palaganas (2009)


