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Namaskaar aapaka svaagat hai Bhaarat sarakaar kee MOOCS pahal ke antargat paathyakram
Nirmaan Prabandhan ke Siddhaant (Principles of Construction Management).
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Main Chirag Kothari, IIT Kanpur se aapaka svaagat karata hoon.
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Is paathyakram mein hamane yah module discuss kiye.
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Jisamen pichhale lecture mein hamane gunavatta prabandhan quality management shuroo
kiya tha. Aaj ham usee topic quality management par discuss karenge.
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Aaj moolat: hamaara dhyaan hoga total quality management, sampoorn gunavatta
prabandhan par. Ham dekhenge ham kis prakaar total quality management construction
projects ka ek mahatvapoorn bhaag hai.

(Reference Time 01:01)
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Ham total quality management TQM ke baare mein charcha karen usake pahale anivaary hai
ki ham do terms quality assurance (gunavatta aashvaasan) aur quality control (gunavatta
niyantran) ko pahale discuss karen us par charcha karen aur phir ham aage badhen.

(Reference Time 01:15)
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To aaiye ham dekhate hain quality assurance aur quality control ya gunavatta aashvaasan aur
gunavatta niyantran mein kya antar hai? Sabase pahale ham unakee paribhaasha dekhate hain.
Gunavatta aashvaasan, vah gunavatta prabandhan ka vah bhaag hai jo yah bharosa dilaata hai
ki gunavatta maanakon ka paalan kiya jaega. Vaheen aap dekhenge quality control ya
gunavatta niyantran vah bhaag hai jo quality requirements par kendrit rahata hai. Ab ham
dekhenge uddeshy kya hai? Quality assurance (gunavatta aashvaasan) ka uddeshy hai ki kisee
bhee utpaad ya service kee prakriya par dhyaan kendrit karake gunavatta se judee koee bhee
agar samasya ho to use roka ja sake. Vaheen quality control ka uddeshy hai ki taiyaar utpaad
ya service ka nireekshan karake gunavatta se judee samasyaon ko chinhit karen. To aap
dhyaan deejie quality assurance mein hamaara dhyaan process par hai, ham dekh rahe hain ki
jo process hai usamen aisa koee process ya aisa koee step to nahin hai jahaan gunavatta se
related gunavatta se judee samasyaayen hone ka chance ho aur use ham rokane kee koshish
karate hain. Vaheen quality control mein koshish karate hain ki jo service ya utpaad bana hai
usaka ham nireekshan karen, use inspect karen aur dekhen ki koee quality related ishyoo ya
quality related problem to nahin hai.

(Reference Time 02:48)
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Aage badhate hain ham dekhate hain ki quality assurance ya quality aashvaasan ke daayare
mein kya aata hai? Quality assurance ya quality aashvaasan broad hota hai (vistrt hota hai).
Design se lekar delivery tak kisee bhee utpaad ya service ke sabhee pahaloo usamen shaamil
hote hain. Vaheen aap dekhenge quality control sankeern hain, yahaan sirph utpaad ya
service ke antim roop par dhyaan kendrit rahata hai. To agar aap maan leejie ki ham
construction mein koee wall bana rahe hain koee deevaar bana rahe hain, to us pooree
deevaar kee design se lekar usako end mein plaster paint karake delivery tak jo poora process
rahega usamen ham jab ensure karana chaahate hain ya aashvast karana chaahate hain ki
gunavatta rahegee to use ham quality assurance kahate hain. Lekin agar ham sirph aakhiree
stage par antim charan mein jab us wall ka test karate hain ya usaka inspection karate hain to
use ham kahate hain quality control. To quality assurance bahut hee vistrt aur broad hai
vaheen par quality control narrow aur sankeern hai. Ab ham dekhate hain Kkisaka
uttaradaayitv hai? Quality assurance mein uttaradaayitv sarvochch network top management
se lekar antim pankti par kaam kar rahe karmachaaree sabhee kee jimmedaaree hotee hai ki
vah quality assurance par dhyaan den. Vaheen jo quality control hai yahaan sirph gunavatta
niyantran se jude nireekshak ya takaneekee karmachaaree jinhen yah uttaradaayitv diya gaya
hai ki vah quality control check karen sirph unaka uttaradaayitv hota hai. Aage ham kah
sakate hain ki quality assurance ya gunavatta aashvaasan ek managerial tool hai. Vaheen
quality control ek corrective tool hai jahaan par focus jo bhee galatee huee hai use theek
karane par hai.

(Reference Time 04:42)
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Aage badhate hain dekhate hain quality assurance mein kya gatividhiyaan aatee hain??
Quality assurance mein aap dekhenge prakriya, design jo hamaara poora process hai usakee
designing prashikshan ya training kaise rahegee? Kaise ham unhen prashikshit karenge?
Usaka documentation pooree prakriya kis prakaar hogee? Usamen kya-kya steps rahenge?
Aur audit yah sab gatividhiyaan quality assurance ka bhaag hai. VVaheen aap dekhenge quality
control mein sirph nireekshan (inspection), pareekshan (testing) aur sudhaar sambandhee
kaarravaee (corrective actions) aatee hain. Ab ham dekhate hain ki quality assurance Kis time
par kiya jaata hai yah kis samay aata hai? To abhee tak aap samajh chuke honge ki kisee bhee
utpaad ya service kee jo utpaadan prakriya hai (process hai) us pooree process ke dauraan yah
laagoo rahata hai. Vaheen quality control kisee bhee utpaad ya service ke poora hone ke baad
laagoo hota hai kyonki ham sirph final stage par use check karate hain. Ab focus agar ham
dekhen to quality assurance ek prakaar ka proactive process hai, sakriy prakriya hai jahaan
par hamaara moolat: dhyaan hai doshon ya koee bhee defects ya non-conformances ko ham
rok sake. Vaheen agar aap quality control dekhenge, to jo bhee hamaara utpaad taiyaar hua
hai usamen kya defects hai kya dosh hain ya kya non-conformances hain unhen ham pata
lagaate hain aur unake sudhaar par dhyaan kendrit karate hain. To focus quality assurance ka
pooree prakriya par rahata hai, vaheen par quality control ka jo antim product bana hai us par
rahata hai. To hamane dekha kis prakaar quality assurance aur quality control mein antar hota
hai.

(Reference Time 06:39)
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Ab ham agale bhaag kee or badhate hain jahaan ham dekhenge ki yah sab total quality
management sampoorn gunavatta prabandhan mein kis prakaar fit hota hai. Quality aur total
quality management- ham sampoorn gunavatta prabandhan ke baare mein charcha karen
usake pahale jaanate hain in do shabd- gunavatta aur gunavatta, prabandhan total quality
management mein kya antar hai? Quality hamane pichhale lecture mein dekha ki yah
hamaara satat prayaas hai ki graahakon kee apekshaon par ham lagaataar khara utaren. Total
quality management yah ek vichaaradhaara hai jisamen sabhee karmachaariyon ko jodakar
gunavatta badhaane aur graahak kee apekshaon par lagaataar khara utarane ke satat prayaas
kie jaate hain. Quality vah hai jo ham achieve karana chaahate hain, quality management vah
vichaaradhaara hai prakriya hai jisake through ham gunavatta achieve karate hain. Ab ham
dekhate hain total quality management kya hai? Isake isake baare mein ham thoda charcha
karate hain.

(Reference Time 07:27)
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Total quality management aap dekhenge teen shabd se bana hai. Pahala shabd total jo ki
sampoorn hai sabhee ikaiyon se milakar bana hua hai, made up of whole. Yahaan par



uddeshy hai ki sabhee kee bhaageedaaree ho. Quality gunavatta yah kisee bhee utpaad ya
service kee utkrshtata ka star bataata hai aur hamaara uddeshy hota hai ki ham usamen satat
sudhaar karen. Aakhiree bhaag hai management, jahaan par kisee bhee kaary ke sanchaalan,
niyantran, nirdeshan ityaadi ka tareeka bataaya jaata hai jisaka moolat: uddeshy hai ki ham
graahakon ko santushti pradaan karen. To total quality management yah teen shabd total
quality management se bana hai. Jahaan hamaara uddeshy hai ki sabhee kee bhaageedaaree
ho, ham satat sudhaar ka prayaas karen aur saath hee saath hamesha dhyaan rahe ki jo bhee
ham product ya service de rahe hain usase hamaara graahak santusht ho.

(Reference Time 08:32)
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Ab ham isee par thoda sa detail mein discuss karate hain ki total quality management
construction industry mein kyon jarooree hai? Aap jo bhee agar construction industry mein
kabhee bhee rahe hain aap yah jaanate honge kee quality management ek bahut hee
mahatvapoorn bhaag hai vah isalie kyonki construction mein hamaara kaary bahut saare
kaareegaron se hota hai aur yah bahut aam baat hai ki kaareegaron dvaara kuchh galatiyaan
ho jaatee hain, us kaaran se bahut jyaada samay lagata hai aur laagat mein bhee vrddhi hotee
hai. Kisee bhee construction project par yah bahut aam baat hai aur is tarah kee samasyaon se
har construction project joojhata hai. Iseelie total quality management ek nazariya hai, ek
prakriya hai jisaka upayog karake ham yah sunishchit kar sakate hain ki nirmaan mein
naveeneekaran aur naee takaneekon ko badhaava milega saath hee saath jo hamaara lakshy
nirmaan hai aur gunavatta hai (quality hai) aur utpaadakata hai (productivity hai) vah bhee is
prakriya se sunishchit ho sakatee hai. Aage badhenge to ham dekhenge kee total quality
management ke prayog se karmachaaree kee maanasikata sadaiv sudhaar ke avasar khojane
par rahatee hai, jo ki bahut hee aham bhoomika nibhaata hai. Ab hamen yah jaanana hoga kee
total quality management ek prakriya hai aur har construction project jis tarah ham abhee tak
dekhate aa rahe hain unique hota hai-alag hota hai iseelie har project ka apana khud ka ek
total quality plan hota hai lekin yahaan par ham charcha karenge ki kya siddhaant hai, kin
siddhaanton ka prayog karake total quality management ka plan banaaya ja sakata hai.

(Reference Time 10:20)
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Kuchh aath siddhaant hain jo ISO 9001 mein die gae hain, jo principal of total quality
management ka bhaag hai. Ab ham discuss karate hain vah siddhaant kya hain? Sabase
pahala siddhaant hai ki graahak par dhyaan den focus hamaara customer par rahana chaahie.
Graahak kee kya maang hai, kya unakee aavashyakata hai us par ham dhyaan den aur usee ke
anusaar ham nirmaan karen. Doosara hamaara siddhaant hai karmachaariyon kee
bhaageedaaree-yahaan par hamaara kahana hai ki jo hamaara prabandhan hai usee ke saath-
saath sabhee karmachaaree jo alag-alag star par kaary kar rahe hain vah sab gunavatta ka
aakalan karen aur apanee jimmedaaree nibhaen. Agala siddhaant hai process approach jo ki
ham kahana chaahate hain ki vah prakriya par kendrit rahe, jaise hamane pichhale siddhaant
mein dekha ki sabhee karmachaariyon ka involvement bhaageedaaree jarooree hai yahaan par
ham dekh rahe hain har ek prakriya mein jitane bhee bhaag hain un par nigaraanee rahe, jo
bhee anapekshit dosh ya bhinnataen hain unaka sahee samay par pata lagaaya ja sake. Agala
siddhaant hai integrated system - jaroorat hai ki ek ekeekrt pranaalee ho jahaan par yah saaree
cheejen saath mein aatee hon yah total quality management ka ek mukhy bhaag hai aur saath
hee saath jarooree hai ki hamen ek strategically aur systematically approach apanaanee hai
jahaan par gunavatta kee utkrshtata praapt karane ke lie vyaavasaayik drshtikon ek business
angle ek mission (vision) aur long term yojana ho taaki ham total quality management ko
sampoorn tarah se achieve kar paen.

Aage badhate hain ham koshish karate hain ki continual improvement ho nirantar gunavatta
kee jaanch ho aur nae-nae sudhaar ke tareeke apanae jaen. Agala siddhaant hai factual
decision making-hamaara goal hota hai ki ham samay-samay par sahee data aur feedback
collect karen aur usake maadhyam se jo bhee company ka pradarshan hai usaka vishleshan
karen sahee data ko use karake ham nirnay len ki kis prakaar hamen prakriya mein kuchh
changes laana chaahie ya nahin laana chaahie. Aur aakhiree siddhaant hota hai
communication -jahaan par hamaara kahana hai ki ham sabhee stakeholders ke saath achchhe
aur satat sambandh banaakar rakhen, continuous communication yah bahut jarooree bhaag
hai. To hamane dekha kee total quality management ke moolat: yah aath siddhaant hain jo
sab siddhaant saath mein aate hain to total quality management achieve kiya ja sakata hai.

(Reference Time 13:17)
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Inheen siddhaanton ko 6 C’s ka naam bhee diya gaya hai jahaan par kaha jaata hai ki kisee
bhee quality management program mein 6C’s hote hain jo kuchh is prakaar hain. Sabase
pahale continuous improvement (satat sudhaar), doosara control (niyantran) to aap dekhenge
ki quality control ya quality niyantran bhee total quality management ka ek bhaag hai.
Hamaaree jo organization hai ya jahaan ham kaam kar rahe hain usakee sanskrti mein quality
uddeshy hona, unaka goal ho ki hamen quality improve karana hai. Phir aata hai
pratibaddhata (commitment) hamaara commitment ho ki hamen quality improve karana hai.
Phir aata hai sahayog top management se lekar jo antim pankti mein karmachaaree kaam kar
rahe hain sabhee ka sahayog ho. Saath hee saath yah jo abhee ham kaary kar rahe hain total
quality management ka in sab ke kendr mein customer focus ho graahak ho. To yah hue
hamaare 6 C’s of total quality management.

(Reference Time 14:27)
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Ab ham aage badhate hain aur dekhenge kis prakaar total quality management kisee bhee
project par implement kiya jaata hai? Sabase pahale aata hai sarvochch prabandhan (top
management) ko total quality management ko siddhaanton se prashikshit karana unhen
training dena. Usake baad aata hai Ki jo vartamaan pranaalee hai usaka aakalan karen. Ham
dekhen kahaan par trutiyaan hain kin cheejon ko badalane kee jaroorat hai. Agala aata hai ki
ham buniyaadee mooly (core values) aur siddhaanton ko nirdhaarit karate hain ham decide
karate hain ki ham kya achieve karana chaahate hain. Usake baad ham ek total quality
management ka master plan banaate hain jis tarah mainne bataaya total quality management
ka master plan har project ke lie alag hota hai lekin vah kuchh siddhaant hain jin siddhaanton
par aadhaarit rahata hai . Yah master plan banaane ke baad ham samajhate hain ki graahakon
kee kya aavashyakata hai aur un aavashyakataon ko praathamikata dee jaatee hai. Phir vah
saaree critical process ko pahachaana jaata hai jahaan trutiyaan hone ke chances bahut jyaada
hain usake baad ham ek process improvement team (ek sudhaar prakriya team) ka gathan
karate hain us team ko ham jarooree training prashikshan dete hain, saath hee saath
sansaadhan resources muhaiya karaate hain. Usake baad hamaara goal hota hai ki jo bhee
ham improvement suggest kar rahe hain ya jo bhee ham improvement bata rahe hain aur vah
sudhaar ko dinacharya mein laaya jae aur us dinacharya mein ekeekrt kara jae. Usake baad
agala step hota hai inheen sudhaaron ka maanakeekaran (standardization) karana. Usake baad
hamaara uddeshy hota hai ki jo bhee sudhaar hamane abhee tak batae hain aur jo bhee
hamane master plan banaaya hai us gunavatta yojana ya us plan ko ham nirantar
moolyaankan karen ham dekhen ki kya ham us plan ke aadhaar par aage badh rahe hain. Yah
prakriya hotee hai nirantar sudhaar aur feedback se, to aapaka aim rahata hai ki ham nirantar
feedback len jo feedback hamen milata hai usase ham hamaare quality plan ko improve. To
yah ek cycle process hotee hai jahaan par continuously feedback milata rahata hai aur us
feedback se ham total quality management achieve karate hai.

(Reference Time 16:49)
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Ab ham aage dekhenge total quality management ke kya fayde hain, kya advantages hai?
Abhee tak ummeed karate hain aap yah to samajh hee chuke honge kee total quality
management trutiyon kee rokathaam mein madad karata hai (error prevention mein madad
karata hai) aur yahaan par graahakon par dhyaan kendrit rahata hai jisase customers jo hain
(upabhokta jo hain) unakee apekshaen pooree hotee hain jisase graahak santusht rahate hain



aur customers ka satisfaction yah sunishchit karata hai ki vah customers retained bhee
rahenge vah customers vah graahak agalee baar bhee ham hee se kaam karaayenge to yah
madad karata hai ki guaranteed customers retention ho. Isaka agala advantages hai ki jo
service cost hotee hain vah kam hotee hain jisase hamaara munaapha badhata hai. Jo kaary
pranaalee hai usamen sudhaar hota hai jo na ki sirph is project par blaki aage aane vaale
sabhee project par bahut moolyavaan hota hai. Stakeholder value aur feedback mein bhee
badhottaree hotee hai jis vajah se stakeholder se sambandhon mein sudhaar aata hai. Jo
gunavatta maanak hai (quality standards hain) un par khara utarane ka ek lagaataar prayaas
sunishchit ho jaata hai. Saath hee saath pratyek karmachaaree kee bhaageedaaree aur unaka
sashaktikaran bhee hota hai. In sab se yah hota hai ki hamaara jo revenue hai aur productivity
jo hai vah donon badhatee hai. To hamane dekha total quality management ke kaee
advantages hain, kaee phaayade hain khaasakar error prevention (trutiyon kee rokathaam),
customers kee santushti aur saath hee saath hamaara revenue aur productivity bhee badhatee
hain.

(Reference Time 18:40)
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Lekin hamen yah dhyaan rakhana hoga ki total quality management ek kathin prakriya hai
aur ise implement karane mein kaee disadvantages aur challenges bhee aate hain. Aaiye ham
unake baare mein thoda sa vichaar karate hain. Sabase pahale aata hai total quality
management ka plan karane mein bahut uchch nivesh (higher investment) kee jaroorat pad
sakatee hai. Saath hee saath adhik samay aur sansaadhanon kee maang hotee hai hamen extra
time aur extra resources kee jaroorat padatee hain. Kabhee-kabhee yah ho sakata hai ki
aavashyakata pade to jo hamaaree prakriya hai aur sansaadhan hai unhen hamen moolatah
badalana pade. Is aavashyakata ke kaaran kaee baar yah hota hai ki parivartan ke dauraan
virodh ka saamana karana padata hai aur total quality management ko pooree tarah se laagoo
karane ke lie lambee avadhi kee aavashyakata hotee hai. Iseelie yah jarooree hai ki ham yah
kaary bahut hee drdhata, dhairy aur sampoorn samarpan ke saath karen taaki total quality
management ke jo bhee advantages hai use ham moolatah apane project mein upayog le paen.

(Reference Time 19:56)
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Yah kuchh references hain jinamen isake baare mein aur discussion hai, khaas karake 1SO
9000 International Standard and Quality Management. Aap dekh sakate hain jo isake baare
mein vistaar mein charcha karata hai. Aaj hamane dekha kis prakaar total quality
management ek construction project par upayogee ho sakata hai aur Kis prakaar vah
sunishchit kar sakata hai ki ham jo bhee bana rahe hain us par ham customers kee jarooraton
par dhyaan den aur sunishchit karen ki hamane jo banaaya hai vah unakee apekshaon par
khara utare.
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