


JURAN: It soon became clear that while each of these agencies was very
knowledgeable about its particular role, none of them had a clear understanding
of the overall process of moving something from a factory until it got on a boat
and was on its way to its destination. And | could see, until we armed each of
these members of that team with that knowledge, we weren't going to be able to
solve this problem.

NARRATOR: Juran's six week leave would turn into a four year mission.

SYLVIA JURAN: It was very altruistic since he took a big cut in salary, | guess.
It wasn't easy for the family. But he felt that it was something he had to do.

NARRATOR: Juran mapped out the steps in the Lend Lease process like
moves in a chess problem.

JURAN: Now they could see, here's the overall process, and they could see
whatwould be the effect. If we changed something here, what's the impact over
there? And we had about eighteen or twenty of these principal documents. We
foundways to cut that down by about fifty percent.

CHARLES JURAN He almost went broke working for the government. He was
working ninety hours a week down there at Lend Lease

NARRATOR: Within six months, goods began to move.

JURAN: | look back on that as a very useful accomplishment and, in a way, |
was surprised. | was no expert in government operations but, nevertheless, here
was a problem that lent itself to analysis by tools that | was familiar with and
which could be applied anywhere. So it stands out as one of the big quality
improvement projects of all time.

MRS. J.M. JURAN: | think he's missed a great deal by this uneven giving so
much of his time to work, and not enough time to the family. family. And he's
gotten what he's wanted.

JURAN: My son Bob had commented on this matter of success that | have
achieved. | told him I didn't regard myself as a successful man. Because
success deals with a number of different facets of life. And what | think is most
important one, which is the family relationship, | was not a success. Pretty well
short of a success.

NARRATOR: With World War Il ending, Western Electric expected Juran to
return.

JURAN: And that's when | made the decision. | don't belong in a big
organization. Misfit. They would take me back, and | would have something
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that would comfortably take care of my family. But | wouldn't be comfortable, and
that would make trouble for my family. What | decided was that here's this field
of management which I'd gotten to know a good deal about. I'd had a lot of
experience in it, in several different areas of management. And my conclusion
was I'm going to spend the rest of my life on that subject, and I'm going to be the
complete renaissance man with respect to it. I'm going to philosophize. I'll
theorize. I'll lecture. I'll write. [I'll consult. I'll do the works. But there was no
ready-made job. It didn't exist. | had to piece it together. | launched a canoe.

V. Launching a Canoe

NARRATOR: Juran launched his canoe just as American industry launched into
a post-war boom.

PETER DRUCKER: American management had won the war. We didn't win it
militarily, because to the very end the Germans were ahead of us militarily. And
| was in on this, so | know. No, we won it because of our productive capacity,
and our management ability and our ability to get supplies to any part of the
world and coordinate them.

BLANTON GODFREY: The United States had this incredible war experience in
building up production facilities that nobody else ever had. And was having
success that no one else had ever had.

NARRATOR: In this heady climate of growth, Juran methodically assembled
the pieces of his new life.

MRS. J.M. JURAN: He was obsessed with work. He was addicted to work like
some men are addicted to alcohol.

SYLVIA JURAN: No matter what he did, he always put his best into it.
Everything was perfect, it had to be. There was only one way to do things, and

that was the right way.

NARRATOR: Juran consulted with major corporate clients. Taught at New York
University. Wrote books. Lectured through the American Management

Association.

BRIAN HAWTHORNTHWAITE: He went out and he studied the experiences of
companies. The experiences of teams, of individuals, on a functional level,
cross-functional level, cross-company level.

JURAN: | could discover things going on in these places that the managers

couldn't. | could see the forest. And they were just in the grass blades. Well,
they appreciated that. To them, there's wizardry involved here. Bringing that
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kindof meaning out of things they had been looking at for years and never had
seen.

BRIAN HAWTHORNTHWAITE: He studied the commonalities that existed in all
of these various teams and individual activities and then generalized based on
whathe saw. He has the ability to take something that's very complex, and make
it simple -- very easy to understand.

NARRATOR: He saw the same quality problems in company after company --
poorly designed products, cumbersome processes, too must waste -- and the
same unwillingness on the part of senior executives to acknowledge the
problems.

BALNTON GODFREY: When you're making half of everything in the world,
whenyou're the most productive companies the world has even seen (not just in
that pointin time, but ever) who can tell you you're doing anything wrong?

NARRATOR: When Juran's Quality Control Handbook was published (although
senior executives still failed to heed its message) quality managers embraced all
eighteen hundred pages of it.

JURAN: That became the flagship. That opened all kinds of doors. And from
then on, it was awfully easy sledding.

NARRATOR: The Handbook made Juran's name, brought financial security and
is still considered the foremost work on the subject of quality.

JURAN: It got to a point that in many companies, if they were contemplating
making somebody a quality manager, it was prerequisite he attend seminars |
held. | mean it had reached that state. So | had a very dedicated audience, and
it got to be a loyal audience followers, disciples, whatever you want to call them
because I'd written the Handbook. They called it the Bible and it got to be the
international reference standard.

NARRATOR: It was the Handbook that caught the attention of Japan's industrial
leaders in the early fifties. But America's top executives continued to ignore
Juran for almost thirty years until they began to get the message from American
consumers.

ROBERT GALVIN: We do need a crisis to make -- to see changes of one kind or
another. And the Japanese had a crisis of their own. And by becoming better,
they created a crisis over here.

JURAN: Take color television. That was one of the early industries that got into
a crisis. Took place during the 1960s, when the Japanese began to produce
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color television sets that were competitive with respect to the features, but were
superior with respect to their life they didn't fail nearly as often as ours.

NARRATOR: One by one, American television manufacturers went out of
business. But only when Japanese imports threatened the automobile industry
did America's senior managers finally wake up to Quality.

JURAN: American companies flailed away. Some of them, of course, tried to
just keep the imports out and get tariffs established, to get quotas established,
file law suits against the Japanese, accuse them of dumping and so on. And that
had some effect but, of course, it's not a basic solution. The basic solution is to
become more competitive.

NARRATOR: But how? Thousands of companies looked to Joe Juran for the
answers.

JURAN: As the crisis in quality began to hit this country and got deeper and
deeper, then, of course, top managers were drawn in and they became part of
the audience. And then | made the discovery that what I'm telling them doesn't fit
their needs. | had to redesign | designed something special for these top people

NARRATOR: Juran told top managers, first in Japan then around the world, that
quality could help cut costs and improve profits.

FRANK GRYNA: His message was, we've got to (sic) start to talk in their
language...their language is typically the language of money. Presenting the
quality problem in terms of the monetary loss that occurs is the way to talk about

quality.

NARRATOR: Quality, Juran told the chairman of Rolls-Royce aircraft engines,
could drastically cut costs by reducing the amount of rework required.

JURAN: It had never occurred to him that here is an opportunity a return on
investment. He's very familiar with a return on investment. But the idea that
here is something that could out perform everything that he was doing, had never
occurred to him. It was put to him in language he could understand. That was
the key to it. That had never happened before.

DAVID LUTHER: The key contribution of Dr. Juran has been in his credibility
with senior managers, that says, here's something we ought to be looking at.
Here's what you need to move forward. That if you don't follow some form of
quality approach, you're going to start moving to the wrong end of the food chain.

BLANTON GODFREY: He was basically the innovator of most of the ideas that

people talk about as continuous improvement now. Continuous improvement at
a rate beyond anything we've ever dreamed of.
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BRIAN TILLEY: We've had statisticians, we've had motivators, we've had all
sorts of people who've concentrated on specialist aspects of the subject, but Dr.
Juranclearly pointed out that unless we manage the whole business with quality
as the prime prerequisite, then all these other things will end up with sparse
results, instead of total results.

SCOTT: He has been a world leader who has looked beyond borders and been
able to carry know-how to all parts of the world. One has to say that any true
listing of great leaders of the 20th Century must include Joe Juran.

PRESIDENTIAL AID: "The National Medal of Technology is awarded to Joseph
M. Juran, for his lifetime work of providing the key principles and methods by
which enterprises manage the quality of their products and processes, enhancing
their ability to compete in the world marketplace."

JURAN: To the extent that | can carry conviction -- because | am a true believer
-- get the quality right. Make it the number one priority. Get it into the business
plan. Get the improvements going at a revolutionary pace. And stop worrying
about anything else.

VI: Living Behind Quality Dikes

NARRATOR: Late in life, the chess champion, industrial problem-solver,
reinventor of government and quality pioneer, applied his analytical skills to
himself, and a final goal emerged.

JURAN: | came to feel (and this didn't come easy) I've got to stop trying to get
revenge on the world. The world has turned around and has become benign. In
one sense, the most important event in my life was my Dad coming over here
and then bringing us over. Look at what we avoided. We would have been
drawn into that Holocaust somehow. And whether we would have survived it is
very speculative. | owe a debt to this country for giving me the opportunity -- I've
got to pay that debt.

CHARLES JURAN: My father-- he is a sucker for the Star Spangled Banner. |
don't know how | could emphasize that enough to give you the idea of how
deeply he feels about that. Every fourth of July he reads the Declaration of
Independence from beginning to end.

JURAN: | never get over the magnificence of that document. The thought that
went into it and the truths that are in it. And they're so inspiring and, of course,
especially to an immigrant. I've gotten around to a pretty fair number of
countries, by now. Just about all those that are regarded as important, and quite
a few that are not. And | don't know any of them in which, in terms of the
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practice - adherence to those truths is practiced as it is here. We're in a
wonderful country.

NARRATOR: Through an Institute and non-profit Foundation, Joe Juran now
applies the lessons of quality to the global challenges of technological
development and protecting our environment.

DAVID HUTCHINS: The quality revolution which is now taking place inside
industry, is now going out, moving out into the society and the environment. And
| think it now impacts every man, woman and child. In the future, this revolution

will continue.

JURAN: We've come to realize that we're living behind dikes, we're living behind
quality dikes, which are the shield between us and these breaks in the dikes --
some of which are minor, some of which are terrifying. Trainload of chemicals
gets derailed and an area becomes uninhabitable. The lakes are being killed.
The trees are being killed. And the environment is threatened. Technology has
turned around and exhibited a ferocious face, armed with claws and teeth. Who
would have thought three decades ago that we could make the planet
uninhabitable? Now we know we can. We're doing it. And a couple of decades
ago, the public got up on its hind feet and said, we are not going to put up with
this. You people that create the technology, create the industrial society, you've
got to build good dikes and maintain them forever. To me, it's a more profound
fact of life than the Japanese quality revolution. We are in the process of trying
to equal the Japanese, and we may well succeed in doing it; we're starting on the
way up. But protecting ourselves against the excesses of technology, we're
going to be in that from here on...it's going to be never-ending.
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