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When I  was  a  sweeper  in  a  Par is  
l i thography  p r in t  shop f rom 1974 to  1976,  
I  somet imes  had to  rub  two very  heavy  
s tone  s labs  fo r  hours  to  c rea te  the  tex tu re  
fo r  l i thography.  One day,  renowned French  
pa in te r  Luc ien  Fontanarosa  who ’d  come 
there  fo r  h is  l i thography  and knew me as  a  
pa in te r,  was  very  sympathe t i c  see ing  me,  
a  sk inny  a r t i s t  engaged in  hard  labour.  He 
ra ised  my sp i r i t s  say ing  the  dup l i ca t ion  I  
was  sweat ing  over  was  very  nob le  work .

Route  to  industr ia l  dupl icat ion =  QCW 
(qual i ty  customers  want ) :  Fon tanarosa  
exp la ined  how dup l i ca t ion  f i r s t  came f rom 
German Johannes  Gutenberg ’s  inven t ion  o f  
the  p r in t ing  p ress  a round 1440.  Gutenberg  
made i t  poss ib le  to  p rec ise ly  dup l i ca te  
wr i t ten  words  in  la rge  quant i t ies  fo r  peop le  
to  communica te  fa r  and  w ide .  Then in  1796 
Bavar ian  au thor  A lo is  Senefe lder  inven ted  
a  method fo r  dup l i ca t ing  pa in t ings  th rough 
l i thography  copy  by  us ing  s tones  o r  meta l  
p la tes .  F rench  inven tor  Joseph N icéphore  
N iépce  produced the  f i r s t  permanent  
pho tograph ic  image in  1826.  Then Amer ican  
Thomas A lva  Ed ison  inven ted  sound 
reproduc t ion  in  the  phonograph,  1877.  
The depar tu re  o f  dup l i ca t ion  fo r  indus t r ia l  
p roduc t ion  improvement  was  in t roduced by  

Amer ican  mechan ica l  eng ineer  Freder ick  
Wins low Tay lo r.  H is  famous Tay lo r  Sys tem 
in  the  assembly  l ine  a t  Ford  Motors  
changed indus t r ia l  e f f i c iency  fo r  a l l  t ime.  
F rom here  to  the  v iny l  d isc  to  Xerox ,  
casse t tes ,  M ic roso f t  to  the  iPod,  a  huge 
indus t ry  has  been c rea ted  fo r  la rge  sca le  
reproduc t ion .  In  the  backdrop  o f  such  
inven t ions ,  the  b igges t  headache Western  
compan ies  had  faced was  in t roduc ing  an  
uncontes tab le  qua l i t y  parameter.  They  had 
to  ensure  QCW across  geograph ies  wou ld  
a lways  be  met .  Ac tua l l y  th is  mass  indus t r ia l  
dup l i ca t ion  ended up  as  g loba l i sa t ion .  
Reproduc t i ve  power  was  t rans fe r red  f rom 
the  West  to  Southeas t  As ia ,  f i r s t  Japan,  
then  Korea  and Ma lays ia ,  and  now Ch ina  
i s  the  b ig  manu fac tu r i ng  hub  chu rn ing  ou t  
h i gh  qua l i t y  dup l i ca t i on .  The  qua l i t y  o f  t he  
dup l i ca ted  p roduc t  i s  o f t en  no t  v i s i b l e  t o  
cus tomers  du r i ng  pu rchase ,  bu t  w i t hou t  
QCW,  a  b rand  w i l l  neve r  ga in  g loba l  
accep tance .  So  i t ’ s  c l ea r  t he  i nven t i ve  
Wes te rn  rep roduc t i ve  mode l  s imu l t aneous l y  
add resses  qua l i t y  t h rough  p roduc t  
du rab i l i t y  i n  i t s  l i f ecyc le .  Sou theas t  As ia  i s  
exce l l i ng  i n  qua l i t y  r ep roduc t i on .  W i l l  I nd ia  
a lways  rema in  t he  use r  on l y  f o r  l ack  o f  
qua l i t y  dup l i ca t i on  ab i l i t y?

I n  t o d a y ’ s  d i g i t a l  w o r l d ,  t h e  Q C W  c o n c e p t  
f o r  i n d u s t r i a l  d u p l i c a t i o n  h a s  t o t a l l y  
c h a n g e d .  F r o m  p r o v i d i n g  d u r a b i l i t y  a n d  
f u n c t i o n a l i t y  i n  t h e  m e c h a n i c a l  e r a ,  t h e  
q u a l i t y  c u s t o m e r s  w a n t  t o d a y  i s  b e t t e r  
u s e r  i n t e r f a c e  t h r o u g h  i n n o v a t i o n s .  
A l s o ,  d i g i t a l  d u p l i c a t i o n  i s  e a s y  a n d  
c h e a p  n o w,  a n d  i n  f a c t  c a n  m a k e  a  b a d  
s o u n d  c o p y  i n t o  a  g o o d  o n e  b y  e r a s i n g



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

Mathemat ica l  qua l i ty  sys tem is  s ta le ,  no t  
QCW: I nd ian  compan ies  o f t en  make  qua l i t y  
p rocesses  bo r i ng l y  rou t i ne ,  ak in  t o  pu re  
ma themat i cs  wh i ch  mere l y  g i ves  a  coun t ,  
and  neve r  d id  de l i ve r  any th ing  by  i t se l f .  
Ma themat i cs  when  d r i ven  w i t h  phys i cs ,  
chemis t r y  and  economics  has  changed  
the  wo r l d  t h rough  human  i n te l l i gence  and  
i nven t i ons .  QCW i s  t ha t  vas t  chemis t r y -
phys i cs -economics  comb ine  o f  t he  
cus tomer ’s  spend ing  l og i c  and  pa t t e rn .  
Trave rs ing  i t s  mu l t i p l e  avenues  can  change  
a  company ’s  pe rcep t i on ,  l i ke  Samsung ’s  
me teo r i c  r i se  w i t h i n  20  yea rs  t o  acqu i re  
t op -o f -m ind  i n  consumer  e lec t ron i cs  ac ross  
t he  wo r l d  by  de l i ve r i ng  t he  QCW va lue .  
Up to  1990 ,  peop le  on l y  knew o f  G rund ig ,  
Ph i l i ps ,  Sony ;  now  even  Sony  expec ts  t o  
se l l  ou t  50% o f  i t s  s take  i n  an  LCD jo i n t -
ven tu re  t o  Samsung .

Leaders  unnecessar i ly  force  an ins ide-
out  approach: Of ten  your  company ’s  
qua l i t y  sys tem may compe l  you  to  fo l low an  
“ ins ide-ou t ”  approach  wh ich  you  may no t  
l i ke  to  d is tu rb  as  i t  pu ts  you  in  a  comfor t  
zone.  A t  the  same t ime you ’ l l  be  asked to  
c rea te  d i f fe ren t ia t ion  in  your  p roduc t  o r  
serv ice  de l i ve ry  fo r  be t te r  marke t  share ,  
g rowth  and pro f i t .  The  roo t  cause  o f  why  
many inven tor  compan ies  l i ke  Po la ro id  o r  
Kodak  in  the  photography  p r in t  domain  have  
become obso le te  i s  sed imenta t ion  in  the i r  
QCW de l i ve ry.  Today ’s  d ig i ta l  techno logy  
wor ld  i s  b r ing ing  newness  every  fo r tn igh t .  
On ly  an  “ou ts ide- in ”  approach  cannot  
measure  up  to  marke t  rea l i t y  commanded by  
QCW. The QCW quot ien t  i s  chang ing  rap id ly  
too  as  cus tomers  a re  exper ienc ing  p roduc ts  
and  serv ices  f rom d iverse  t rend  se t t ing  
indus t r ies  such  as  mob i le  phones ,  cameras  
among o thers .

Be sensi t ive  to  the  unseen s ide: QCW 
a lso  means  address ing  a reas  tha t  a re  no t  

v is ib le  o r  apparen t .  In  d i f fe ren t  eng ineer ing  
workshops  I ’ ve  taken  an  expens ive  
b rass ie re  to  demonst ra te  how women 
are  ready  to  f laun t  money  on  the  qua l i t y  
va lue  to  ge t  t remendous  inner  comfor t  and  
beauty  in  a  garment  tha t ’s  no t  exposed 
to  the  pub l i c .  Why do  women spend on  
non-v is ib le  fash ion?  Th is  jus t  p roves  tha t  
a  p roduc t ’s  h idden g lamour  can  evoke  
ex t reme hedon is t i c  des i re .  The  inner  f in ish  
o f  p roduc ts  o f ten  lacks  QCW. I f  you  were  
to  l i f t  the  smar t  sea t  o f  a  s ty l i sh  car,  and  
i t  doesn ’ t  look  as  te r r i f i c  on  the  ins ide ,  
wou ldn ’ t  you  be  d isappo in ted?  These 
indus t r ia l  dup l i ca t ion  a reas  requ i re  huge 
improvement  in  Ind ia .  As  do  mass  serv ice  
a reas  l i ke  to i le ts  w i th  impor ted  German 
san i ta ry -ware  in  our  new mal ls  and  a i rpor ts  
tha t  you  cannot  en te r  because o f  the  s t ink  
f rom poor  ma in tenance.  So  serv ice  tha t  has  
to  be  reproduce-ab le  a lso  has  a  f ron t  and  
reverse  s ide ,  and  bo th  mer i t  to  have  QCW.

The  unseen  pa r t  o f  t he  p roduc t  o r  se rv i ce  
c rea tes  cus tomer  t r us t ,  “ I  be l i eve  i n  i t , ”  
b r i ng ing  i n  repea t  pu rchase .  “ I t  wo rks  
we l l  f o r  me”  i s  t he  cus tomer ’s  f unc t i ona l  
usage  advan tage  wh i l e  “ I t  l ooks  good ”  i s  
t he  emo t i ve  pu l l .  F rom s tone  l i t hog raphy  
to  ca rbon  copy,  cyc los t y l i ng ,  pho tocopy  
to  d ig i t a l  scan  rep roduc t i on  shows  tha t  
f unc t i ona l  exce l l ence  up l i f tmen t  w i t h  
be t t e r  t echno logy  eas i l y  makes  the  o ld  
obso le te .  My  p r i o r i t y  i n  wo rk ing  f o r  I nd ian  
compan ies  i s  t o  sens i t i se  t hem to  make  
the  QCW ( ra t i ona l )  a t t r i bu te  as  i n fa l l i b l e  
f o r  i ndus t r i a l  dup l i ca t i on  p roduc ts  and  
se rv i ces .  Dup l i ca t i on  i s  an  i nhe ren t  pa r t  
o f  bus iness  so  d r i v i ng  QCW p rac t i ce  w i t h  
l a ten t  t r ends  i n to  you r  i ndus t r y  w i l l  a lways  
be  re levan t  t o  b r i ng  t he  f u tu re  nea r  and  
c rea te  t he  nex t  mark .
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