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Whilst William Edwards 
Deming was a man with 

prodigious knowledge, he 

was able to express his 

ideas to those he spoke to 

in such a way as to bring 
about profound change. 
 

Deming was an American 

engineer, statistician, professor, 

author, lecturer, and management 

consultant. He knew a lot about 

numbers but he wasn’t an 

accountant. In fact, he specialised 

in something, which is called 

mathematical physics. 

 

Deming was a very, very clever 

chap. He is credited with the rise 

of Japan as a world-leading 

manufacturing nation, and with the 

idea of Total Quality Management 

(TQM). 

 

One thing always leads to 

another 

Deming went to Japan just after 

WWII to help set up a census of 

the Japanese population. While he 

was there, he taught ‘statistical 

process control’ to Japanese 

engineers – a set of techniques, 

which allowed them to 

manufacture high-quality goods 

without expensive machinery. In 

1960, he was awarded a medal by 

the Japanese Emperor for his 

services to that country’s industry. 

 

The ideas Deming taught were: 

1.  The problems facing 

manufacturers can be solved 

through cooperation, despite 

differences. 

2.  Marketing is not sales. It is the 

science of knowing what 

repeat customers think of a 

product, as well as whether, 

and why, they will buy it again. 

3.  Initial stages of design must 

include market research, 

applying statistical techniques 

for planning and inspecting 

samples. 

4.  The manufacturing process 

must be perfected. 

 

Deming said one disease was: 

Running a company on visible 

figures alone because many 

important factors are “unknown 

and unknowable.” 

 

Perhaps there’s a lesson here for 

all of us: in the words of Aldous 

Huxley – “Experience is not what 

happens to you; it’s what you do 

with what happens to you.” 

Put it another way if you like, as: 

“It’s not what you know that 

matters, it’s what you do with 

what you know that’s important.” 

 

 

 

Some things he said: 

“Profit in business comes from repeat 

customers, customers that boast about 

your project or service, and that bring 

friends with them.” 
 

“A bad system will beat a good person 

every time.” 
 

“Customer expectations?  Nonsense. 

No customer ever asked for the electric 

light, the pneumatic tire, the VCR, or 

the CD. All customer expectations are 

only what you and your competitor 

have led him to expect. He knows 

nothing else.” 

 

“If you don't understand how to run an 

efficient operation, new machinery will 

just give you new problems of operation 

and maintenance. The sure way to 

increase productivity is to better 

administrate man and machine.” 
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