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STEASH

uring the week of September 26, 1982,

1982 9 a here\:ofu nknown fo rm of hysteria
° = swept the Umtcd State Seven persons

gﬂ’l/}—)b"j lZ)b(C_ in a northwestern subu Th of Chicego di d

from apparent poisonings. These person
~ seemed totally unr Ja[ d in every way,
> j: >‘b%;}%l z“ 7 %yﬁl except for the fact that they had

eeeee tly taken newly purchased Extra-
Strength Tylenol capsules.

Rapid laboratory analysis
unused remaining capsules revealed that
some of them contained lethal doses of
pota ssium cyanide. At first, a problem
in the manufacturing pmcess was suspect-
ed. As lot numbers of the contaminated

apsules were identified, they were
broadcast in
the country.

It soon became apparent that the lot
numbers identified represente
that had come fro

of the

Chicago and throughout

ing facilities in different parts cf the
country. The likelihood of the poison
having been inser ted duri ng the manufa

turing process became more and more
remote. Johnsoen & Johnson, ch parent
company of the makers of Tylenol breathed
some sigh of relief, but they sti ll had
a catastrophe of major proporti on
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“Many organizations state quality goals.
But true effectiveness requires an
accompanying commitment to various
cultural elements such as leadership, a
compelling vision, companywide shared
values, pervasive behaviors, and
complementary performance metrics and
incentives. It is only when an organization
exhibits these and related components
that it can be said to exhibit a true
culture of quality.”

A Culture of Quality, Forbes INSIHTS, ASQ
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