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Abstract

This paper aims to develop the adequate quality cost model at a company which delivers ICT(information

communication technology) services. One particular business unit was in the first instance selected and quality

costs were then analysed at an organization level, for a department and for specific processes. Some areas

were determined for quality improvement at each level and their causes were also investigated. However, the

existing PAF(prevention, appraisal and failure) models reveled some limitations because the ICT services com-

pany included the different number of large and complicated business processes. The PAF model did not suffi—

ciently highlight the detailed causes of failure costs. It did not also stimulate the relevant department's strong

responsibility to improve such problems. Both micro PAF and process cost models were proposed in order

to cope with this. In final, it explains the relationship between six sigma and quality costing, suggesting how

to use the quality costing results as a means of promoting either continuous improvement or innovation in a

case company.
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