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Air Methods was able to persuade the FAA to relax the standards in its case by proving that Air Methods’s quality control standards 

were significantly higher than current federal law requires. As a result of its investment in advanced technology and wide use of 

simulators, the FAA granted the company an exemption to resume operations, partly arguing that meteorological conditions and 

forecasts transmitted by satellites are comparable to information gleaned from radars, and that the company’s enhanced pilot 

training and advanced operational control center offer additional safeguards for pilots, patients, and medical personnel.1

6.1 Quality Control Versus Quality Assurance 
Although the term quality control (QC) is used synonymously with another similar concept called 
quality assurance, there is a subtle difference between the two. Quality control is concerned with the 
quality of a product or service after it is produced or delivered. By contrast, quality assurance (QA) is 
a set of procedures to improve a product’s or a service’s quality before it is delivered. In this chapter, 
we will examine several quality improvement tools and techniques that managers use to manage qual-
ity (Figure 6.1). The tools fall into two broad categories: appraisal tools and defect prevention tools.
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FIGURE 6.1: Overview of Quality Improvement Tools
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6.2 6.2 Quality Appraisal Tools
The appraisal tools that managers and employees use include check sheets, histograms, Pareto charts, 
scatter diagrams, cause-and-effect diagrams, and process flowcharts.

Check Sheets 
Check sheets, which are useful for manufacturing processes and operations that are repeated, are 
forms used to collect and record quality-related data. The sheets are one of the simplest quality control 
tools because they are easy to understand, require very little effort to design, and are based on events 
that have actually occurred. Figures 6.2 and 6.3 are examples of check sheets for product and service 
operations. Note that the two kinds of organizations collect data in different categories. The categories 
chosen help a quality control manager review and analyze quality trends and isolate problems. For 
example, by using a check sheet a manager could identify day of the week in which defects occur most 
frequently in a manufacturing process and then determine whether a specific worker or work station 
was responsible for them. By looking at Figure 6.2, you can conclude that the defects that occur in 
the process of making printed circuit boards are most frequent on Monday and Friday. You can also 
tell that the most common type of defect is misaligned components followed by misaligned mounting 
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