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The "quality revolution" continues in North America, seemingly by fits and starts, perhaps because of a paradox
in quality theory: the latent conflict between meeting internal specifications and satisfying customer needs. We
argue and demonstrate empirically that the technology life-cycle exerts powerful influences on the relationship
between conformance and customer quality.

John E. Ettlie is an Associate Professor of Operations Management at the University of Michigan Business School, Ann Arbor,
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