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Products vs Services

Products
•Tesco

Finest
Value

•Poundland

Services
•Local Authorities

Lambeth: Co‐
Operative
Barnet: Easy Jet

“Quality is remembered long after the price is forgotten.’’ Gucci







What is quality?

“Quality is never an accident; 
it is always the result of high 
intentions, sincere effort, 
intelligent direction and skilful 
execution; 
it represents the wise choice of 
many alternatives.’’ 
William A Foster



PDSA Cycle

• Try
• Collect data
• Document 
Observation
s

• Compare 
results to 
predictions

• Reflect on 
learning

• Research
• Theory
• Hypothesi
s 
(Prediction
)

• Adjust
• Document 
learning

• Next cycle

Act Plan

DoStudy

After 
Deming



PDSA Ramps

Theories, 
Hunches, 
Promising 
Practices

A P
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“Quality 
with 

Reliability 
at Scale”



Proxy’s of quality



Managing quality expectations

•Public
•Client
•Contractor

“Quality is everyone’s 
responsibility.’’ 
W Edwards Deming



Quality Manual

•Why a manual?

•What is it?

•Who’s it for?

•How can it be used?

•How do I get it?



Quality Manual Demonstration

Elaine Yeung of www.creativestoreys.com

For further information contact:

Tony.leach@lpgsf.org.uk 07941 069351


