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T h e  b i g g e s t  h u n g e r  o f  g l o b a l  b r a n d s  
a c r o s s  i n d u s t r i e s  i s  o n  h o w  t o  m a k e  
l o w  p r i c e d  p r o d u c t s  t h a t  h a v e  “ Q C W, ”  
q u a l i t y  c u s t o m e r s  w a n t .  T h i s  i s  t h e  k e y  
t o  r e p e a t  p u r c h a s e .

Impac ted  by  t he  h igh  s tanda rd  o f  

g l oba l  b rands  i n  I nd ia ,  cus tomers  a re  

expe r i enc ing  and  ge t t i ng  hab i t ua ted  t o  

e leva ted  qua l i t y  whe re  t he  e f f i c i ency  o f  

r a t i ona l  f ac to rs  i s  exposed .  Le t ’s  t ake

th ree  sec to rs  whe re  QCW i s  en joyed  a t  
a f f o rdab le  ra tes :  McDona ld ’s  o f f e r s  an  
Amer i can  bu rge r  l unch  a t  Rs  25  i n  a i r  
cond i t i oned ,  hyg ien i c  se t t i ng .  F rench  
Ho te l  I b i s  p rov ides  pe rcep t i b l e  qua l i t y  
comfo r t  and  amb ience  a t  t h ree -s ta r  ho te l  
r a tes .  Toyo ta ’s  Qua l i t y  Revo lu t i on  i s  

se t t i ng  benchmarks  f o r  t he  
au tomob i l e  i ndus t r y.

T h i s  Q C W  i l l u s t r a t i o n  s h o w s  
t h a t  i n  a n y  g i v e n  c a t e g o r y,  
c u s t o m e r s  h a v e  t h e i r  o w n  
o r  i n f l u e n c e d  p e r c e p t i o n  o f  
t h e  q u a l i t y  s p a r k .  S w i t c h i n g  
t o  Q C W  b r a n d s ,  c u s t o m e r s  
a r e  m a k i n g  s e v e r a l  I n d i a n  
b r a n d s  r u l i n g  t h e  r o o s t  i n  
t h e  L i c e n c e  R a j  e r a  l o s e  
t h e i r  m a r k e t  l e a d e r s h i p .  I n  
a u t o m o b i l e s  o r  c o n s u m e r  
e l e c t r o n i c s ,  H i n d u s t a n  
M o t o r s  o r  B P L ,  V i d e o c o n ,  
O n i d a  a n d  G o d r e j  d o m i n a t e d  
t h e  m a r k e t  t i l l  t h e  1 9 9 7 .  

To d a y  p e o p l e  w i l l i n g l y  p a y  a  h i g h e r  
p r i c e  f o r  c o m p e t i n g  f o r e i g n  b r a n d s  b u t  
t h e y ’ l l  h a g g l e  w i t h  I n d i a n  b r a n d s  i n  
e v e r y  m a r k e t  s e g m e n t  w h e n  Q C W  i s  
n o t  p e r c e i v e d .  S o n y,  S a m s u n g  a n d  L G  
c o n q u e r e d  t h e  c o n s u m e r  e l e c t r o n i c s  
m a r k e t ,  b r i n g i n g  i n  n e w  t e c h n o l o g y,  
c u s t o m e r  f o c u s  a n d  p e r c e i v a b l e  
s p a r k l i n g  q u a l i t y  f r o m  r e l i a b i l i t y  
( r a t i o n a l  f a c t o r ) ,  f u n c t i o n a l i t y  a n d  t h e
a e s t h e t i c  ( e m o t i v e )  e d g e .



The  c lash  emerg ing  now i s  t ha t  I nd ia  
i s  f o l l ow ing  t he  l i f es t y l e  o f  deve loped  
coun t r i es  whe re  ra t i ona l  f ac to r  e f f i c i ency  i s  
ve ry  h igh .  Take  a  l ook  a t  QCW i l l us t ra t i on  
Po in t  3 ,  o f  i ndus t r i es  t ha t  impose  the  
t r end .  Examp les  o f  t r endy  b rands  a re  
McDona ld ’s  i n  f as t  f ood ,  Lou i s  Vu i t t on ,  
Gucc i ,  Ro lex  i n  l uxu ry  p roduc ts ,  and  App le ,  
Goog le ,  N i kon ,  Facebook ,  IBM,  M ic roso f t ,  
Samsung  i n  t echno logy.  I n  pe rsona l  ca re  
i t ’ s  L’O rea l ,  Fo rbes  and  Vogue  among  
magaz ines ,  i n  f i nanc ia l  i ns t i t u t i ons  HSBC,  
Amer i can  Exp ress ,  i n  appa re l  Za ra ,  Esp r i t  
and  Hugo  Boss  wh i l e  veh i c l es  cove ted  
a re  Ha r l ey  Dav idson ,  BMW and  Aud i  and  
spo r t s  wea r  N i ke  and  Ad idas .  Th rough  
i nven t i ons  t ha t  go  aga ins t  na tu re ,  Wes te rn  
soc ie t y  c rea ted  p roduc ts  and  l i v i ng  s t y l e  
t ha t  r educe  e f f o r t  and  i nc rease  comfo r t  f o r  
peop le  i n  eve ry  doma in .  Wha teve r  soc ia l  
cu l t u re  we  may  fo l l ow,  we  canno t  i gno re  
t he  comfo r t  s tanda rds  p rov ided  i n  t he  
re f r i ge ra to r,  au tomob i l e ,  mob i l e  phone ,  
t he  l i f t  t o  Facebook  among  o the rs  i n  ou r  
da i l y  l i f e .  The  more  ou r  coun t r y  deve lops ,  
i t ’ s  obv ious  we ’ l l  m inu te l y  f o l l ow  the  we l l  
de f i ned  ma te r i a l i s t i c  l i f es t y l e  o f  deve loped  
coun t r i es .  So  the  on l y  cho i ce  I nd ian  b rands  
have  to  sus ta in  i n  t he  marke t  i s  t o  up l i f t  
t he  ra t i ona l  qua l i t y  spa rk .

Eve ry  company  has  t o  t ake  i n to  accoun t  
t he  cus tomer ’s  pe rcep t i on  o f  qua l i t y,  
t he  compe t i t i ve  env i ronmen t  and  t r endy  
i ndus t r i es  t ha t  i n f l uence  the  cus tomer.  My  
p r i o r i t y  i n  wo rk ing  f o r  I nd ian  compan ies  
and  the i r  emp loyees  i s  t o  sens i t i se  
t hem to  make  i n fa l l i b l e  t he  non -v i s i b l e  
ra t i ona l  a t t r i bu te  o f  a  p roduc t  o r  se rv i ce .  
Emp loyees  have  to  be  t r a i ned  on  QCW 
beyond  any  s tanda rd  qua l i t y  p rocess .  To  
ac tua l l y  ach ieve  qua l i t y  cus tomers  wan t ,  
t he  company  has  t o  i nsp i re  and  con t ro l  

i t s  vendo rs  on  t he  QCW de f i n i t i on  w i t h  
p rec i s i on  i n  t he  pu rchase  o rde r.  Mos t  
g l oba l  b rands  ou tsou rce  f r om Ch ina  g i v i ng  
p rec i se  qua l i t y  pa rame te rs ,  and  Ch ina  
de l i ve rs  acco rd ing l y.  Bu t  I nd ians  o f t en
c r i t i c i se  Ch inese  p roduc ts ,  wh i ch  may  
no t  be  Ch ina ’s  f au l t  as  t hey  admi t  t hey ’ l l  
compromise  qua l i t y  s tanda rds  based  on  the  
cos t  t he  manu fac tu re r  ba rga ins  f o r.

O f fe r i ng  h igh  sa la r i es ,  mu l t i na t i ona l  
compan ies  i n  I nd ia  a re  s t r i ngen t l y  impos ing  
t he i r  p roven  p rocesses  and  cus tomer  
cen t r i c i t y  t o  b r i ng  g loba l  qua l i t y  s tanda rd .  
I ’ ve  hea rd  t ha t  I nd ian  p ro fess iona l s  
a re  l eav ing  MNCs  to  re tu rn  t o  I nd ian  
o r g a n i s a t i o n s ,  t h a t  h a v e  s i n c e  r e v i s e d  
t h e i r  sa la r y  s t ruc tu re  t o  keep  up  w i t h  
MNCs ,  t o  ge t  be t t e r  f r eedom a t  wo rk .  The  
ca t ch  he re  i s  i f  “ f r eedom a t  wo rk ”  means  
i gno r i ng  QCW,  how can  Ind ian  compan ies  
improve?  Acco rd ing  t o  me ,  bus iness  
canno t  sus ta in ,  whe the r  i t ’ s  co rpo ra te  
pe r fo rmance ,  t he  b rand ,  i ndus t r i a l  p roduc t  
des ign  o r  o rgan i sed  re ta i l ,  i f  t he  qua l i t y  
spa rk  i s  m iss ing .  I nd ian  b rands  need  to  
i gn i t e  QCW to  ensu re  repea t  pu rchase  and  
be  g loba l l y  compe t i t i ve .
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