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Building and Keeping Up Quality

THE QUALITY OF PEOPLE and of the goods they make
and the services they perform concerns everyone.
Every hour of every day we are required to trust
people, and we must be able to rely upon the goodness
of the articles we buy and use.

When we say that a person or an article has quality
we mean that he or it has a degree of excellence that
makes the person or the article reliable.

While there are many definitions of excellence, all of
them include the idea of "first-rate". Striving toward
the first-rate has created most of the greatness in men
and women in all history.

The making of goods by machinery has not elim-
inated the human being as a factor in good quality
output. Every job is important, whatever its rank may
be on the scale of job classification, and it must
measure up to certain quality standards. The most
elegant railway train in the world, with all its electronic
devices, could not run if it were not for the "gandy
dancer", the man who maintains the road-bed and the
rails at the standard required for safe and smooth
riding.

Quality is measured by the service an article gives in
the use for which it was designed.

It is impossible to value too highly the good effect on
all processes within a factory of upgrading quality. On
the other hand, the effect of downgrading quality will
be felt adversely by the selling branch of the firm. The
volume of work will fall off to the disadvantage of
employees, and the firm’s income will decrease.

The value of a person’s judgment or opinion about
quality is set and limited by the extent of his ac-
quaintance with the best standards. Knowledge of
these must be sought continually. In the world of
quality there is no standing still, but motion within a
framework of stability. Discontent with things as they
are is to some people a nagging nuisance, giving them
nothing except subjects to grouch about; creative
discontent is a restlessness of mind that is searching
for new and better ways of doing things.

The law prescribes the standards to be met by certain
goods; the standards of some others are set forth in
codes of ethics written by their makers. There is a

general movement of business away from such un-
ethical principles as "Let the buyer beware".

Beyond the law and the codes there is a demand by
purchasers and a desire by workmen for good crafts-
manship in machine-made as well as in hand-crafted
goods. Prince Philip said in an address to the Royal
College of Art: "There is no reason why we should be
palmed off with second-rate stuff on the excuse that
it is machine-made."

The great difference between the craft skill of former
days and that of today is this: the old time workman
shaping a physical substance like wood, clay or metal
had the feel of it in his finger-tips, whereas today he
controls a mechanical process. They were workers of
excellence who carved the procession of youths and
maidens on the Parthenon in Athens. They were as
careful as though the figures were to be viewed at eye-
level and not from forty feet below. The quality
machine worker of today is as careful with his gauges
and switches as the stone workers were with their
chisels and hammers.

What is quality ?

Skill, knowledge and judgment enter into quality
work, as do energy and persevering diligence. One
does one’s best, and is content, though he knows that
it is far from the best that might be done. He is in-
terested in doing the job well for its own sake.

One must have an ideal, but it is a good practice
while keeping an eye on that ideal, to work toward it
by doing what is within one’s power to do now, and to
make a habit of doing well what has to be done.

John D. McLellan, B.A. Sc., of Northeastern Univer-
sity, said in his Alexander Hamilton Institute volume
in the Modern Business series: "For an employee to
get recognition for his work in a plant, he must do
more than meet the expected requirements. He must
strive for exceptional performance."

Careful craftsmanship shows the honest delight of a
workman in his work. It gives him a feeling of personal
importance. It prompts him to do habitually work that
has the stamp of authenticity. Michelangelo had never




