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Meeting the Reliability Challenge

Reliability is not new to AT&T. In a sense, reliability and AT&T are synonymous. During almost a
century of product development, AT&T has enjoyed a reputation for providing dependable service and
highly reliable equipment.

The pre-divestiture environment allowed AT&T to determine the appropriate product reliability for
customers. It also allowed AT&T to determine the time and resources it would apply in building reliabil-
ity into its product and thus to determine, to a large extent, what the products must cost and what the
customers must pay. Today, the customer selects products and services in a competitive marketplaces
and decides what the product and service reliability AT&T must provides and when it must be available.
The competitive marketplace determines how much it may cost.

Thus, the new, competitive environment presents AT&T with the following challenge: to maintain our
reputation for product reliability and remain the provider of choice. We stress that the product must sat-
isfy customer reliability requirements at a cost that the customer is willing to pay. Finally, we em-
phasize, by our focus on reliability assurance activities during the different phase of the product life cycle,
that reliability must be managed end-to-end, 1.e., from product concept to deployment and use.

KW,WW%/ Director

AT&T Bell laboratories Quality Process Center
September 1990
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