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A s consumers, what drives our purchase decisions? Is it price? Is it convenience? 
Research suggests that the number one determinant that influences buying 
decisions is quality. This is true for all products regardless of their size or 
complexity. Let’s take the case of something as seemingly simple as peanut 
M&Ms. The Mars company manufactures 400 million M&Ms daily. As consumers, 

we inspect every single one of them. Each M&M needs to be of very high quality, whether it 
is the right-sized peanut, the right amount of chocolate, and the right number of pieces in 
the bag. Consumers are very savvy inspectors of quality. Even with something as small as an 
M&M, we instantly know if something is wrong with the product. In the rare event that we find 
something wrong with an M&M, we report it to the company via the toll-free number. In doing 
this, we kick off a series of quality-centric processes that starts with recording the information. 
The company needs to address the issue immediately to ensure that customer loyalty and 
confidence stay intact and that there is no adverse publicity.

Quality is important for all manufacturers, whether they manufacture automobiles, toothpaste, 
excavators, or pharmaceuticals. Quality is the strategic determinant for where people spend 
their money, both in the consumer and commercial worlds. 

Quality is getting more complex

Businesses must contend with external business pressures and thousands of processes to run, 
with the company’s brand promise hanging in the balance. Good quality means doing things 
right the first time and eliminating waste. It drives operational efficiency through continuous 
improvement. It mitigates business risk and disruption through preventive action. 

Several factors make it harder daily for quality professionals to produce consistently high-quality 
products. One aspect is growing regulatory burdens. The US, for example, has seen an average 
of 1.5 new weekly regulations for several years. At the same time, buyers who are increasingly 
spoiled for choice want higher quality products at lower costs. Businesses are becoming more 
complex since OEMs have several manufacturing facilities and suppliers across the globe. 
Therefore, they need to worry not just about their quality but also about the quality of players 
in the supply chain. In addition, with the growing proliferation of social media, any error or 
shortcoming is immediately magnified online. 
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Therefore, businesses need a portfolio of enterprise business 
processes that allow them to produce top-quality products 
the first time and fix problems that may emerge during the 
manufacturing process. For example, this means registering 
complaints, investigating instances of non-conformance on 
the factory floor, or making a change to quality documentation, 
retraining, and re-certifying the entire team.  

Several processes at play with various interdependencies 
require that the operations take place in the proper order. 
ISO 9001 compliances require organisations to prove that the 
procedures are stringently followed.

Addressing quality challenges with software

Quality professionals need access to the right software 
to address the breadth of issues. They need enterprise-
level quality management software that can digitise all the 
processes, optimise them, and make them a competitive 
advantage. With more agility, the software must also help 
their processes run differently from their competitors. ETQ 
Reliance is an excellent example of a cloud-native QMS 
powered by an agile platform that drives 40 best-in-class 
applications adaptable to your unique environment. Many 
companies, from Lockheed Martin to Boar’s Head to Nvidia, 
have relied on ETQ Reliance to ensure consistent quality. 

The quality management software resides in the IT ecosystem 
with other enterprise business systems. It interacts with 
these systems, whether the ERP, CRM, or PLM systems and 
acts as a hub for all the quality data. Using software to run 
quality management makes it possible to get all the quality 
data in the company to see, analyse, and put it to work. This 

quality data comes from myriad sources such as customers, 
connected products, employees, suppliers, and other 
connected enterprise systems. 

Forrester estimates that if each company in the Fortune 500 
can increase their use of data by just 10%, they add USD 65M 
to the bottom line for every Fortune 1000 company.

In addition, quality management software can help lower 
costs across the board by reducing scrap, field failures, and 
warranty costs. It can also improve top-line growth by getting 
products to market faster. In addition, it can help streamline 
operations since engineers need to spend less time smoking 
out instances of non-conformance. From a strategic point of 
view, the emphasis on quality can help get customers to love 
the product and even pay a premium. In turn, this creates 
brand loyalty and improves market capitalisation. 

Companies must focus on quality management and quality 
control to be truly effective. Quality management is a 
collection of workflow processes investigating quality and 
safety issues and ensuring compliance with regulatory and 
organisational requirements. On the other hand, quality 
control helps identify problems that have occurred or even 
predict issues. 

One crucial way to make business operations more 
sustainable and autonomous is to ensure that quality control 
and quality management systems can talk to each other, 
enabling them to deliver much greater value. When the quality 
management system is connected to quality control systems 
on the shop floor, it helps achieve the vision of connected 
quality, which Hexagon is well positioned to deliver.

Figure 1: ETQ’s mission is putting data to work to enable autonomous, connected ecosystems that boost efficiency, productivity, and quality for our customers.

Quality influences buying decision. 
Learn more about ETQ: etq.com
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