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Quality Speedbreakers & Stonewalls

People

e Resistance to Change

e Poor Quality
Orientation

e Poor process or
customer requirements
understanding

e Lack of proper training
e Lack of technical skills

e Low motivation and
incentives

e No reward for quality

No defined process or
process flow

Vague or poorly defined
processes

Incorrectly defined
processes

Complicated processes

¢ Lack of inbuilt QC and
QA checks

e Lack of process training
e Lack of process updates
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@ Karmic

e Cost of quality not
included in
specifications

e Cost of quality may be
too high

e Cost of change
management or
technology upgradation
may be too high




Conflict Situations ) Karmic
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Operations Bandwidth

Operations Overheads

Operations Customer Demands

Internal Team Demands

Management Demands

VS.

Quality Objectives

Qual ity Quality Processes
Quality SLAs
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Key Quality Tools & Techniques

TOTAL QUALITY
MANAGEMENT
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Development of Ethos in Quality

Making
Vocal Quality Resources Incentivize
Commitment & Budgets for Quality
Available

Establishing

Quality itelol Objective

Cause

Involvement Al Quality

Metrics

Brainstorming Process & Continual
& Solutioning System Review &
Upgrade Improvement
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Team
Involvement &
Change
Management



Case Study: kQua™ Initiative at Karmic @) Karmic
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3-Q4, 2012 _ 1-Q2, 2012
Customer & Site = kTrials™ CTMS/eTMF
Implementation
Cus_tome( = kGyan™ LMS Launch
Satisfaction & = Major SOP Update 2

3-Q4, 2011

= Six Sigma Initiative
for objective quality
metrics & measures

Portals

Quality Based
Operational
Incentive Plan (OIP)

3-Q4, 2010 ' 1-Q2, 2011
= ISO 9001:2008 QMS = ISO 27001:2005 ISMS

Certification Certification

Q1-Q2, 2010
= Launch of kQua™
Organization-wide Quality
Initiative
1’ = Major SOP Update 1
e
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Case Study: kQua™ Initiative at Karmic

Automated Greater

/ Process x Metrics
Visibility Up
\ Automated & Down the
Information Value Chain

Flow

Schedule Monltoring vi
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Case Study: kQua™ Initiative at Karmic

e Lack of Process Understanding
e Lack of Quality Orientation

* Repetitive Quality Issues

e Ongoing Customer Complaints

Problem

e kQua™ Organization-wide Quality Initiative

e /SO 9001:2008 QMS & ISO 27001:2005 ISMS Certification

e Strong Focus on QC/QA Process Definitions, Quality Tollgates and
Quality Metrics establishment leveraging Six Sigma Tools

So| ut| on e kTrials™ based automation of the entire process & quality chain

e Customer Satisfaction & Quality Based Operational Incentive
Plan (OIP) with direct financial reward for all operational
employees

e Improved Customer VOC

e Improved Employee Motivation & Quality
Commitment

Be N ef |t e More Quality Improvement Ideas from team
e Improved Process Efficiency & Turnaround

e Better Inter-Departmental Coordination

e More Cost-Effective Operations
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