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holes. Similarly, Figure 6.3 tells you that the complaints related to a hotel’s opera-
tions occur most frequently on Friday and Monday. The most frequent complaints 
are discourteous hotel staff and inefficient housekeeping.

Histograms
A histogram can be used to show the distribution of a set of quality-related data. A 
histogram is a vertical bar chart that shows the frequency of occurrences of values. 
The shape and size of the histogram can provide meaningful information on the 
values that occur most frequently and the ranges they occupy. In the histogram 
shown in Figure 6.4 on page 198, you can see that if the manufacturing specifica-
tions require the thickness of the metal sheets to be between 4.0 mm and 5.0 mm, 
then this process meets specifications only about 73% (16/22) of the time.

Pareto Charts
A Pareto chart is also a vertical bar chart. Nevertheless, unlike in a histogram, the bars are arranged in 
decreasing height from left to right. The height of an individual bar represents how often a particular 
problem has occurred. The taller the bar is, the more significant is the problem. The chart is based 
on the Pareto principle, which states that 80% of quality problems stem from 20% of causes. Pareto 
charts help quality control managers focus their efforts on the activities that are responsible for most 
of the quality problems. A Pareto chart is a good tool to use when the data from a manufacturing or 
a service process can be broken down into categories and the frequency of occurrences in each cate-
gory can be counted. Figure 6.5 on page 198 shows how a Pareto chart pinpoints the dissatisfaction 
of patients in a hospital. This Pareto chart shows that roughly 84% (155 / 185) of the dissatisfaction 
occurs from inept doctors and nurses, patient disrespect, and poor physical facilities.

Scatter Diagrams
A scatter diagram is a tool that can be used to determine visually whether two variables are related or 
correlated. It can show whether changes in one quality variable have an influence on another quality 
variable. Plotting the data related to these two variables can show whether they are positively or neg-
atively related or have no relationship.

The terms independent and dependent are commonly used to describe these variables. An indepen-
dent variable is the variable whose value changes for one reason or another. A dependent variable is 
a variable directly affected as a result of a change in an independent variable. For example, the more 
number of hours of training employees receive, the fewer defective products they are likely to produce. 
In this case, employee training is the independent variable, and the number of defects is the dependent 

Why Quality Improvement 
and Control Matters

There are several approaches to monitoring 
and controlling the quality of products and 
services through the various stages of the 
supply chain. Using the correct tools and 
techniques to monitor and control quality 
can help businesses achieve their quality 
standard goals across their supply chains.

FIGURE 6.2: Check Sheet for a Manufacturing 
Process

Printed-Circuit-Board Check Sheet
Name of data recorder: JKP
Location: Rome, Italy
Data collection dates: 04/23 to 04/27

DEFECT TYPE

DAYS

M Tu W Th F TOTAL

Misaligned 
components

| | | | | | | | | | | 11

Adhesive failure | | | | 4

Incorrect board 
dimension

| | | | | 5

Circuitry failure | | | | | | | 7

Misaligned 
mounting holes

| | | | | | | | 8

FIGURE 6.3: Check Sheet for a Service Process

Hotel Operation Check Sheet
Name of data recorder: RVR
Location: Chennai, India
Data collection dates: 05/23 to 04/27

DEFECT/
COMPLAINT TYPE

DAYS

M Tu W Th F TOTAL

Inefficient 
housekeeping

| | | | | | | | | | | 11

Room service 
delay

| | | | | | 6

Discourteous hotel 
staff

| | | | | | | | | | | | | | 14

No internet service | | | | | 6

Noisy hotel guests | | | | | | | 7
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