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Implementing “Big Q” at DuPont: A Focus on Quality,
Customer-Centricity and Innovation
By Kieran O’Dwyer
Asking customers, “How are we doing across the board?” can
be daunting. But it opens the door for opportunities to improve
quality cross-functionally within the DuPont Pharma Solutions
business, and it’s just one of the ways that we’re working to
implement “Big Q.”
Big Q – also known as Quality Culture, Total Quality Management,
Six Sigma Quality – elevates the focus of quality beyond just
the product and manufacturing process. It’s an approach that
strategically manages quality in every single business process,
product and service to create a customer-centric culture where
quality is everyone’s responsibility. In turn, this improves all
aspects and contact points for customers, from administrative
processes to logistics.
DuPont has seen a lot of change recently, and while the Dow
and FMC mergers mean we can now provide our customers a
more holistic offering, the integration process can sometimes
complicate things for our customers. Incorporating Big Q allows
our teams to work strategically and proactively to address any
customer pain point. Ultimately, we want to make things easier
for customers while delivering the quality product they need.
Some of our most recent Big Q initiatives were sparked in part
by customer feedback about what’s important to them right now.
For example, customers reported that they’re prioritizing data
integrity within their organizations in recent years, so we began
exploring how data integrity could improve product quality at
DuPont, as well.
When we realized there were no industry data integrity
standards for excipients or excipient suppliers, we formed a task
force and worked to develop our own data integrity initiative.
Leveraging guidelines from IPEC, we developed a policy to
facilitate gap analyses at all of our sites, implement solutions and
continue future improvements. This benefits our customers by

Nutrition & Biosciences
www.pharma.dupont.com
www.dupontnutritionandbiosciences.com

giving them increased confidence in our production and quality
systems and the data that we report for our products.
Another example of how we’re implementing Big Q on a
day-to-day basis is our customer-centric engagement. Our
overarching goal is for our customers to have zero complaints,
so we’re tracking and analyzing customer complaint data and
overarching trends, instituting target improvement plans at
every plant. We’re also engaging key customers and distributors
to collaborate on where we can help them streamline their
processes and address any issues they might have on a regular
basis. By changing the way we address pain points, we provide a
tailored customer experience, helping them become faster and
more efficient.
Last but not least, we report any quality event or near miss that
impacts or has the potential to impact a customer. We’re paying
attention to detail, analyzing near miss reports and constantly
implementing ways to guarantee utmost quality. This helps
us ensure corrective action is taken to prevent recurrence
and allows us to prevent similar events from occurring across
the business. In turn, this helps the customer save time and
money by avoiding lengthy returns, and means they can expect
to receive a high-quality product so that they can efficiently
provide their own customers a safe, efficacious drug.
By elevating quality beyond product and manufacturing, we’re
one step closer to becoming a more holistic, customer-centric
organization. Big Q initiatives such as the data integrity policy,
customer-centric engagement and quality near miss reporting
reinforce our commitment to our customers to provide them
with the excellent service and high-quality product they’ve
come to expect from us. Our customers can rest assured that
we’re listening to their pain points, we’re collaborating openly
with them to align with their needs, and we’re continually
evolving to innovate alongside them.

The information contained herein is based on data known to DuPont or its affiliates at the time of preparation of the information and believed by them to be reliable.
This is business-to-business information intended for food, beverage and supplement producers, and is not intended for the final consumer of a finished food,
beverage or supplement product. The information is provided “as is” and its use is at the recipient’s sole discretion and risk. It is the recipient’s sole responsibility to
determine the suitability and legality of its proposed use of DuPont products for its specific purposes. Information and statements herein shall not be construed as
licenses to practice, or recommendations to infringe, any patents or other intellectual property rights of DuPont or others.
DUPONT HEREBY EXPRESSLY DISCLAIMS (I) ANY AND ALL LIABILITY IN CONNECTION WITH SUCH INFORMATION, INCLUDING, BUT NOT LIMITED TO,
ANY LIABILITY RELATING TO THE ACCURACY, COMPLETENESS, OR USEFULNESS OF SUCH INFORMATION, AND (II) ANY AND ALL REPRESENTATIONS
OR WARRANTIES, EXPRESS OR IMPLIED, WITH RESPECT TO SUCH INFORMATION, OR ANY PART THEREOF, INCLUDING ALL REPRESENTATIONS AND
WARRANTIES OF TITLE, NONINFRINGEMENT OF COPYRIGHT OR PATENT RIGHTS OF OTHERS, MERCHANTABILITY, FITNESS OR SUITABILITY FOR ANY
PURPOSE, AND WARRANTIES ARISING BY LAW, STATUTE, USAGE OF TRADE OR COURSE OF DEALING.
DuPont™, the DuPont Oval Logo, and all trademarks and service marks denoted with ™, SM or ® are owned by affiliates of DuPont de Nemours, Inc. unless
otherwise noted. © 2020 DuPont.

