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BAS107 TOTAL QUALITY MANAGEMENT L3 To P; g

OBJECTIVE: )
* Tolearn the quality philosophies and toals in the managerial perspective.

UNIT INTRODUCTION vl
Quality wision, mission and policy statements. Customer Focus-customer perception of quality,

Translating needs Into requirements, customer retention. Dimensions of product and service
quality. Cost of quality.

UNIT #i PRINCIPLES AND PHILOSOPHIES OF QUALITY MANAGEMENT ) 9
Overview of the contributions of Deming, Juran Crosby, Masaaki Imai, Feigenbaum, Ishikawa,
Taguchi technigues~introduction, loss function, parameter and tolerance design, signal to
noise ratio. Concepts of Quality circle, Japanese 58 principles and 8D methodology.

UNIT Il STATISTICAL PROCESS CONTROL 9
Meaning and significance of statistical process control (SPE) construction of control charts for
variables and attributed. Process capability - meaning, significance and measurement —Six sigma
- concepts of process capability. Reliability concepts-definitions, reliability in series and paraliel,
preduct life characteristics curve.Total productive maintenance (TMP), Terotechnology. Business
process Improvement (BRY) principles, applications, reengineering process, benefits and

limitations.

UNIT IV TOOLS AND TECHNIQUES FOR QUALITY MANAGEMENT 9
Quality functions development (QFD) - Benefits, Voice of customer, information organization,
House of quality (HOQ), building a HOQ, QFD process. Failure mode effect analysis (FMEA) -
requirements of reliability, failure rate, FMEA stages, design, process and documentation. Seven
Tools (old & new). Bench marking and POKA YOKE.

UNITV QUALITY SYSTEMS ORGANIZING AND IMPLEMENTATION 9
Introduction to IS/ISO 9004:2000 - quality management systems — guidelines for performance
improvements, Quality Audits. TQM culture, Leadership — quatlity council, employee involvement,
motivation, empowerment, recognition and reward - TQM framework, benefits, awareness and

obstacles.
TOTAL: 45 PERIODS
OUTCOME:
« To apply quality philosophies and tools to facilitate continuous improvement and ensure
customer delight.

REFERENCES ;
1. Dale H.Bestedfield, Carol Besterfield-Michna, Glen H. Besterfield, Mary Besterfield- Sacre,

Hermant Wrdhwareshe, Rashmi Urdhwareshe, Total Quality Management, Revised Third
edition, Pearson Education, 2011
2. Shridhara Bhat K, Total Quality Management-Text and Cases, Himalaya Publishing House, 1l

Edition 2010
3. Douglas C. Montgomory, Introduction to Statistical Quality Control, Wiley Student Edition,

4" Edition, Wiley India Pvt Limited, 2008,
4. James R. Evans and Willlam M. Lindsay, The Management and Control of Quality,Sixth

Edition, Thomson, 2005,
5. Poornima M.Charantimath, Total Quality Management, Pearsan Education, Second Edition ,

2011
6. Indian standard-quality hanagement systems -Guidelines for performance improvement

(Fifth Revision), Bureau of indian standards, New Delhi.
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OBIECTIVES:

To leam the quality
COURSE QUTCOMES:
Afler (h?. course, the student should be able to:

phllosoph:es and tools in the managerial perspective,

! PSOS |

' CO ___Course Qutcomes | _POs | PSOs |
’NCQI. | Ta o apply qua _quality ;lnlosogh;es and tools to facilitate continuous improvement | 1,2,3, 4] 1,2 |
CO2: | Overview of the contributions of Gurus 11,234 1,2 |
COB_J E\QI__m the statistical process of f Quality —:j___—— R B | 2_35_'_51 2
| CO4: | Discuss the lechniques of Quality o [ 1,23, 4| lﬁ
| COS: | Enhance > Quality v Framework R 11,2341 12 |
{ CO6: Overview of ensure nsure customer delight, - - 11,234] 1,2 |
' S.No | Date | ( Period | - __Topics to be Covered - |  Book
f UNIT 1 INTRODUCTION_ T Target periods:9
I [13]9 /13{__ 0uahtv-—wswn on, mission _i_______ R S
L2 Jelale’ 5 | olicy statements e Y S
| 3 14/ gl 4 CustomerFocus _— . I 1
| {__’Jd w ] a | customerp_eﬂqgt_@_o@uahh -_— 0 | 13
3 11G/alq | _;:_ Translatmg needs into ‘ds into requirements — ) T3
6 hoya Lg_q 3| customer retention —__ T T
L7 p 2 /9)1a _’_MQ____ | Dimensions of product and service quality j T3
| 8 |24/ 4 | Costof uality. - T
9 n'gS‘/q/;a 3 |Case Study - T3
| UNIT I - PRINCIPLES AND | ND PHILOSOPHIES OF QUALITY § MANAGEMENT  Target Hours :9
10 _f fq;!L £~ | Overview of the couinbutxons of Deming, Juran Crosby T3
{11 Dy /m? [ Masaakn Imai, Feigenbaum, Ishikawa, , Taguchi techmques | T3
; 12 21 LH 5| mtroducl;on loss function B - D
i {oalipl J‘? {,  parameter and tolerance desi un___________:________ - T3
; M 19 /15015 { | signal (o noise ratic o S I
E_“j_g,lwmm anceplsolouﬂlg circle N
16 1 1'/ip { 4 .| Japanese 58S principles _ T
! 1‘? 1,3[9},1 9 Sl)mcthodology — e T
| 1< o j Z, ;C‘we Swdy e e T T
UNII i - sm rm ICAL PROCESS CONTROL Target Hours:9 |
i [ Leliolig] 1] | Meaning and significance of statistical process control (SPC) | T3 '
l ; { construction of"conirol charts Tor variables and attributed, Process | I
ol 'Q/fé’)fja 5 i copubility = ‘

Dr. G. Balakrishnan, M.E,, Ph.D,
Principal
Indra Ganesan College of Engineering
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Manikandam, Trichy-620 012.
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st 5 a R At i roa st e

._} [lS‘. __3 _process capability

meaning, s'u,ml'cancc and measurement ~ Six sigma - concepts of

27 @A { I | Reliability concepts — definitions, reliability in serics and parallcl, ! T3
_Lg 2.1 product lile characteristics curve. | | _
{ n_gg _ 3‘: /J_,_bm z, i _I Tot wa__ljxroduu:vc mamtcnance (TMP), Terotechnolo gy ,' T3
L2 Judise 7| Busmcss process lmpmvemcnt{BPI ) ~ principles 13
qju_} i¢ ,_..‘2 {__mphcqlmns reengineering process | 13
6 33 lnligi 3. benefits and fimitations o | = ommy gl el
i %L m!n /ﬁ f(_asc Sluds' ] T3
L UNITIV - T()OLS .S AND 'lTCHNIOUES FOR QUALITY MANAGEMENT Target Hours :9
| 28 J&Lu /i3, 2 | Quality functions development (QFD) — Benefits R
g liadi 9| 5; | Voice of customer, information organization, House of quality (HOQ) | T3
30 o /0 /s 9 _5‘ _ bm!dmg a HOQ, QFD process. Failure mode effect analysis (FMEA) | T3
i 31 L 31 hap _‘[_ﬁ_; 3 ' | requirements of reliability, failure rate ! B
' s/1191 9 | FMEA stages, desien B B
33 3.3 26 /1! ;g_;__ﬁ ; process and documentation e o ] 13
34 2t /u/ | ! ' Seven Tools (old & new) i L
35 2%/t ! g | Bench marking and POKA YOKE ] 13
J 36 29/1, /19l 3 | Case Study ' T3
UNITV - lntmductmn to IS/ISO 9004: 2000 — quality manacement svstems ~ Target Hours:9
!_ 37 k=/i )18 1 4 | Introduction to IS/ISO 9004:2000 — quality management systems | L
38 |%;u } 121 2 Guidelines for performance improvements T3
| 39 2ol 2 | Quality Audzts TQM cult culture, Leadership .’ I
40 | |—E fr- el P | Quality council, employee involvement ) I
41 low /18 s ¢! q  Motivation, empowerment, . | T3
42 12 /e /) ﬁﬂ 5 __Recogmtl_on and reward - - 'L_ _E
4 [0)n))3] 2| TOM framework _ o
44 = "_{{M&g ' 4y | Benefits of TQM framework - - - 13
45 [§lt2./191 2 | awarenessand obstacles T3
R Content Beyond the Syllabus
46 | 12/1a))91 !~ | Production Management -
Book Referencc Text Books
| SI.No,___Title of the Book | Author | Publisher | Year |

Dale H.Besterfield, Carol (
Besterfield — Michna, Glen H.

! T Lf otal Quahty Management Eesterﬁeld , Mary Besterfield - f Pearson Education [ 2011

rd
;Revn.ed 3" Edition) acre, Hermant - Urdhwareshe, |

f ' Rashmi Urdhwareshe [

T e Shridhar Bt K I?.;f}“‘ﬁ” Howse | 2010
B T3 !g’:; ‘;ﬁgcgggl:gls(ﬁ“ﬂlgﬁfon) {Uma Sekaran and Roger Bougie| Wﬂe{ g’d‘a Pvt | ; : 2008 |
[ T6 ggﬁtﬁ?:?%ﬁflﬁ;and fiamesR Evans and William M., ‘| Thomson ’ 2005 |
(6™ Edition) _ ___Lmdsi TS S B

N
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[.Mapping of Course Outcomes with POs & PSOs.( before CBS)

'ing of COs, C. PSOs with POs - before CB,

| Course | PO1 P02 | P03 | POy | POS | PO6 | POT

| PO8 | PO9 [ PSO1 | PSOZ |

I@%U;&.?;iﬁLLL;J_;J2;IJ 1] 2 [ 2]
lQHHQA_i_hJL;_J_J_JML- u_-”“i”"'FTTT‘J'sz 2]
CL073 0 3 12 11 |1 ;L71A_7777‘?;J;:
1€1074] 3 371 | 1 -1 -T271 [ L2 [ 3]
(C107.5 | 3 7 2 1 | =1 2 11 73 [ 2
(E107.6 1 3 2 |7 S S N I [ 2 T 2]

11 Identification of content beyond sylabus,

Table.2 Identification of content beyond syllabus
' POs strengthened/ |

| Details of Content Beyond TOv(ChS added | PO e filled | CO/Unit J
| . | PO5(2) Vacant ' C107.5°& C107.6/ |
| Production li4anagement ¢ | filled ) ___f_Iy_&__V i f

HI. Mapping of Course Outcomes with POs & PSOs. (After CBS)
_Table.3] Mapping of COs, C, PSOs with POs- after CBS.

[Course | PO17PO2 | PO3 ' PO4 [ PO5 [ PO6 | PO7 | POB POY ' PSO1 | PSO2

. f . i : ‘ [ [ .’ ! :
CI073 [ 3 T3 [ I S 1] 2 3]
Cl72 |3 5 "y N e N T
C107.3, 3 2;11-i-f2;1'1J2r2

- bl ;—-——-—...._.. B e e R = T _'"T__‘_";‘ . —
[.Cw’{’-d 312 1 o 2 vl 2 2]
LC‘I_@‘ZE:’;__%_*L.A L!, 1l 2 | - 121 I Lo ]
LCw7.6 "3 "2 T Ll2] - [ 30 13 L2

- N
7 & (‘YL et
Ml > o '
Signature of me - HoD/MBA

Dr. G. Balakrishnan, M.E, Ph.D,
Principal o
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' . krishnan, M.E, Ph.D.,
PRODUCTION MANAGEMENT Dr.G.Bala S

INTRODUCTION Indra Ganesan College of Engineering
The Subject of Production Management is studied under different Haadiiegstdadhraismain Road

Production Planning and control, Production and Inventory control, preductiddaﬂﬂm{ie?fy'ﬁzo 012.
control and many more. Whatgver may ke the title of the subject, the contents of the subject are

more or less ane and the same. Before we discuss about production management, let us discuss

about product, production  and managenment, This will give us a rough idea about production
Management and with what a production manager has to deal with,

PRODUCTION
Production means application of processes. {Technology) to the raw material to add the use

and economic values to arrive at desired product by the best method, with out. sacrificing the
desired qualily. We have three ways of Production, they are:
(i) Production by Disintegration -
(i) Production by Integration
(iii) Production by Scrvice
(iv) Production by Disintegration: By scparating the contents of Crude oil or a mixture the

desired products arc produced.
(v) Production'by Integration: In this type of Production various Components of the products

are assembled together to get the desired product.
(vi} Production by Service: Here the Chemical and Mechanical Properties of materials are
improved without any physical change.
MANAGEMENT
Management can be explained as an art or science, (in fact it is a combination of art and
science) of getting things done by the people, by planning, coordinating, organizing, directing
and controlling the netivitics (o meet specilivd goals, with in the frame work of agreed policies.
BENEFITS DERIVED FROM EFFICIENT PRODUCTION MANAGEMENT
The elficient Production Management will give benefits to the various sections of the

society, They are:

(i) Consumer henc
product. Procuicts are avi
quantity and of desired quality.

(i) Investors: They ot increased security for their investments,
creditability and good image in the society

its from improved industrinl Productivity, increased  use value in the
ilable to him at vight place, at right price, at right time, in desired

adequate market returns, and



(i) Bmployee rets adaguate Wages, Job security, improved working conditions and increased

Persona) and Job satisaction,
(iv) Supplicrs: Will g confidence in manage veist and their bills can be realized with out any
delav,
() Community : conuaunity enjoys Benefits from economic and social stubility.
(vi) The Nation will schieve prospects and seeusity beeause of increased Productivity and
healthy industrial atmoesphere.

DEFINITION OF PRODUCTION MANAGEMENT

Production management is a funetion of Management, related to planning,
coordinating and contiolling the resources required for production to produce specified product
by specificd methody, Hy optimal utilization of resources.
OBJECTIVE OF PRODUCTION MANAGEMENT

The obicetive of Production Management is to produce the desired product or
specified product by wpecified methods so that the optimal utilization of available resources is

met with.
SCOPE OF PRODUCTION MANAGEMENT:

The !roduction Management consists of Planning, selection of materials,
planning of processes. Routing, Scheduling and controlling the activities etc., Take the example
of an Educational Institution/University. Here also selection of raw students, Planning of the
Course Work, Educating the students and conducting the examination.

FUNCTIONS OF PRODUCTION MANAGEMENT DEPARTMENT

The functions of Production Management depend upon the size of the firm. In small firms
the production Mana.:cr may have to look afier production planning and all the students in the
first grade. To avoid this situation an external person does correction of answer scripts, so that
the quality of answers are correctly judged. control along with Personnel, all the students in the
first grade. To avoid this situation an external person does cotrection of answer scripts, so that
the quality of answers are correetly judged.
PLACE OF PRODUCTION MANAGEMENT DEPARTMENT IN THE
ORGANISATION

Production is the center of all activities of an organization. This is to say all the activities
of an organization, su-h as: Finance, Personncl, Marketing...etc., are exists in an organization
because of production activity.
TYPES OF PRODUCTION SYSTEMS

@iy Type of production
@)  Size ofthe Pl
(i)  Type of Production . Dr.G Balak"r:'-'-
G ishnan, M.E, Ph.D.

(1) Job Produ-tion N ,
B Principal
(i) The Job produced only anec " Indra Ganesan College of Engineering
(i) The job produced at irrepuiar intervals IG Valley, Madurai Main Road

(i) T he Jobs Produced periodically at regular intervals Manikandam, Trichy-620 012.
(b) Bateh Procustion

(i) A Lanels produced only ence

(i) A 3ateh produced at irreeutar intervals as per Customer order or when

gl eed urisies

(iii) A Pateh Produeed periodically at known Intervals
() Continuer s Production

(i1 M Proddoetion



(1) Flow Prosduction
Inventory Control
Importanee ¢ metesials availabil ot various stages of production.

« Inventory Coattol & Stores Munaeement
o Complex Furction

®  Noover ofoel tpe

*  Finmee

*  Obsoleseence
®  Space ete
Materials Managensent
Materials form majos part ol the Product cost - 60% or so
o With contribuitivn at say 15%, every "o saved in materials is qual to approx 4%6 incrcase
in Sales.
o Hos divect bearing on the profuabiiity
o Timely and bt quality of materials availability decides the overall productivity of any
organisation.
e  Cannot affore oo much or too littte -~ both dangerous for survival and growth.
Just in Tine Production Systens
Inventory forms one of the major cost of production Inventory is a must 1o enable smooth
and cost cffective rvoduction and henve one looks for most optimum inventory planning
balancing betveen the two abjectives.
Just in time (1) a5 the name suzgests is to work towards getting parts at a workstation
just when they are required and move through the operations quickly.
Essentinls for JIT System to suceced:
- High quality and strong vendor relationship
- Vendor rcliabitity
- Plant veliabilis:
- Adequate Venddor am! Captive plant capacitics
- Strong back ups
- Fairly st)cady dentinid
SCHEDULING
Business plan transfirmed into a Master Production plan
- Master production plan ~Derive resource requirements and check availability
- Labour. skills/'numbers
- Plant & machinery
- Finance
- Utilitier and services and decide and/or agree on the plan
Objectives
e Moeetdue dit s
*  Minimize Jat completion of jobs or tardiness
¢ Minimise completion time

»

s Minimise response time

e  Minimise idl - time

e Minimise overadl costs

e  Minimise WIP wnd other inventories pr.G. Balakrishpan, M.E, Ph.D,
s Maximise re onree stilisation, Principal

Indra Ganesan College of Engineering
IG Valley, Madurai Main Road
Manikandam, Trichy-620 012.
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ST T A_ssignment- ol | Date of Issue: | 1 MW!V_WZQ«?

k&aumecodc _ L&ELQL | Course Title !To}fﬁ] AL o{f?‘y _mﬁﬁ}r’k_iq__ ——

Year . T | Semester ! { Iiite otSubml ion: | ,

—h_

{ "'Q.No } " Questions , co |
- : = |
}»——« SD_E”\QY'S'OM 9 Glucdﬁf jf-'mml'
2 e |
L - Froumeworie 0{ Tokod @ua[r (33 S anaﬁzmenl- | Clox.y |
Mark Allocation
, Rubrics | Marks Allocated | Marks obtained [
B Content Quality | 6 | _ |
L. | 5 ?
| Prescntation Quality | 2 | |
Ti_mely submission i - 2 ,i N 2 .
|
Total marks |' 10 i'"_ o |
L | 5
L. L}:’ .
2 o
Name and Signature of the Fhculty Incharge HoD/MBA
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Principal
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{ 1 ‘{"4\ {Aperovad by ALCTE G Aflilintad 1o Arninin Ligiverenity, Chennel)
DEPARTMENT OF MANAGEMENT STUDIES
1 - MBA / INTERNAL ASSESSMENT TEST - 1
N ‘ —_— — ——)
Date Session / Time Subjects Code / Name
L L [ S —— R
| ! FN/11.00 to 12.30 i BA5101 - ECONOMIC ANALYSIS FOR BUSINESS
21.10.2019 |- '_ o . B—
AN/ 02.00 to 03.30 'r BAS5102 - PRINCIPLES OF MANAGEMENT
. Y S e (S _ -
% | FN/11.00 1o 12.30 iBASlGS-ACCOUNTING FOR MANAGEMENT
22102019 | ——————— b -
| AN/02.00 to 03.30 | BA5104 -LEGAL ASPECTS OF BUSINESS
— D e
‘ FN/11.00 to 12.30 | BA5105- ORGANIZATIONAL BEHAVIOUR
23.10.2019 i S I
| AN /02.00 to 03.30 | BA5106 - STATISTICS FOR MANAGEMENT
24.10.2019 | FN/11.00 to 12.30 BA5107 - TOTAL QUALITY MANAGEMENT
- | I ]
- \E/W wr Y b
AT A
\f A
IioD / MBA PRINGIPAL

Dr. G. Balakrishnan, M.E, Ph.D,,
Principal
Indra Ganesan College of Engineering
IG Valley, Madurai Main Road
Manikandam, Trichy-620 012.
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| INDRA GANESAN COLLEGE OF ENGINEERING |

IG Valley, Manikandam, Tiruchirappalli, Tamil Nadu - 620 012, India |
_{Approved by AICTE. New Dclh: and affi hated to Anna University, Chennan |

| Internal Assessment Exam - 1 | Date/Session | 24.10.19/FN | Marks | 50 !
:ﬂgrsc code | BAS107 | Course Title ___| Totzal Quality Management _ |
(Regulation 12017 | purstion | 90 minutes | Academic Year | 2019-2020 '
 Year 1 ) | Semester 1 | Department | MBA |
 COURSE QUTCOMES e . .
; con: To apply quahtv”yhtlosophtes and tools to facilitate continuous improvement B
€02 | Overview of the contributions of Gurus
1 CO3%: | Ex ain the statistical pi Jrocess of Quality . —,
(€04 | Discuss the tecl”r_t_:guus of Quality
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Internnl Assessment Exam -1

BAS107 - Total Quality Manngemetit .
Answer Key
PART A
(Answer afl the Questions 16x 2= 20 Marks) .

{. Whatis meant by quality?
Quality refers to certain standards and the ways and means by which thosc stand
improved. Quality is not just confined o products and scrvices. It is a homogencous clement 0

doing things with high degree of perfection.
2. Write any five characteristics of quality.
1. Customer Oricnted
2. Long term commitment for continuous improvement of all process
3, Team work
4. Continuous involvement of top management
5. Continuous improving at all levels and all arcas of responsibility

3. What do you mean by Total Quality Management?
proach of an organization, centered on quality, hased on me part

TQM is the management ap
members and aiming at long-term success through customer satisfaction. and benefits to al

organization and 10 society.
4. What is PDCA cycle?
It is also called as Deming Cycle or Deming Wheel, Developed by

Edward Deming.
PLAN » Identify the problem, plan and opportunities ¢ Observe and analyze Isolate the
corrective actions
DO » Prepare * Apply * Check application
STUDY / CHECK » Check results » Compare with goals
ACT » Standardize and consolidate « Prepare next stage of planning.
5. ‘What arc the pillars of TQM?
The four pillars of TQM are:
1. Problem solving discipline
2. Interpersonal skills
3, Teamwork and
4. Quality improvement process ~
6. What are the six basic concepts that 2 successful TQM programme requires?
The six basic concepts thata successful TQM programme requires
1. Top management commitment '
2. Focus on the customer
3. Effective employee involvement
4. Continuous improvement
5. Treating suppliers as partners and
6. Establishing performance measures.
7. What are the three components of the Juran Trilogy?
The three components of the Juran Trilogy are i, Planning ii. Control iii. Improvement www.studentsfocus.com 7
8. List the dimensions of quality.
The dimensions of quality are
1. Performance

ards are achieved, maintained and
f any aspect of

icipation of all its
{ members of me

Walter A. Shewart and popularized by

real causes * Determine

2. Futures

3, Conformance j _

g: gﬁ'ﬁ:ﬁﬂfg Dr.G. Balakri;hpan, M.E., Ph.D,

6. Service Principal o

7. Response Indra Ganesan Cellege of Engineering
IG Valley, Madurai Main Road

8. Aesthetics and
9, Repelition

9. Give the Objectives of TQM?
a. To develop a conceptual understanding of the basic principles and methods associated with TQM; .

b. To develop an understanding of how these principles and methods have been put into effect in a variety 0
organizations;

Manikandam, Trichy-620 012.
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¢. To develop an understanding of the relationship between TQM

in traditional management;
d. To do the right things, right the first time, every time,

principles and the theorics and models studied

-

10. What does a typical meeting agenda contain after establishing the TQM?

Progress report on teams
Customer satisfaction report
Progress on mecting goals
New project tcams
Recognition dinner

Benchmarking report
PART B

(Answer all the Questions 3 x

11. a) Discuss the various dimensions of product quality in detail.
TQM is an cnhancement 10 the traditional way of doing

achieve excellence. It is defined
a continuously improving organization.
improve all the processes within an organi
fundamental management techniques,
approach.
The dimensions of quality are; |
1. Performance
2. Futures
3. Conformance
4. Reliability
5. Durability
6. Service
7. Response
8. Acsthetics and
9. Repetition.
b) Explain in detail the basic concepts and principles of QM
BASIC CONCEPTS OF TQM:
1. Top management commitment
2. Focus on the customer — Both internal and extemal
3. Effective involvement and utilization of entire work force
4. Continuous improvement
5. Treating suppliers as partners
6. Establishing performance measures for the processes
PRINCIPLES OF TQM:
1. Customers requirements -
2. Everybody must be involved
3, Regular two way communication must be promoted I
4. Tdentify the training needs and supply it to the employees
5. Top management commitment is must
6. Every job must add value
= Eliminate waste & reduce total cost

8. Promote creativity
9. Focus on team work. _
12. a) Explain in detail Deming’s 14 points.
DEMING PHILOSOPHY
1. Create and publish the aims and purpose of the organization
2. Learn the new philosophy

3. Understand the purpose of inspection
4, Stop awarding business based on price alone

w

both a philosophy and a set of guiding principles that rep
It is the application of quantitative methods
ization and excced customer needs now and

existing improvement efforts, an

10 = 30 Marks)

of managing the whole to
resent the foundation of
and human resources to
in the future. It integrates
d technical tools under a disciplincd

business. It is the art

( both internal & external) must be met first time & every time

Dr. G. Balakrishnan, ME,, Ph.D,,
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5. Improve constantly and forever the system
6. Institute training
7. Teach and Institute lcadership
$. Drive out fear and create a climate for junovation
9. Optimize the efforts of teams.. Groups and staff arcas
10. Eliminate cxhortations for the work force
11. Eliminate numerical quotas for the work force
12, Remove barriers that rob people of pride of workmanship
13.Encourage cducation and self improvement for cvery onc
14. Take action to accomplish the transformation.
b) . What does a typical meeting agenda contain after establishing the TQM?

s Progress report on teams
¢ Customer satisfaction report
» Progress on mecting goals
e New project teams
¢ Recognition dinner
o Benchmarking report
3. a) Write about tangible and intangible benefits of TQM.

“angible Benefits
e Improved product quality
Improved productivity

Increased market and customers
Increased profitability
¢ Reduced employee grievances
Intangible Benefits
» Improved employee participation
Improved teamwork
Improved working relationships
Improved customer satisfaction
Improved communication
Enhancement of job interest
Enhanced problem
solving capacity Better company image
b). Enumerate the steps necessary to implement the Quality Management System?
The steps necessary to implement the Quality Management System are

L ]
e Reduced quality cost
L
L g

e & & & & 5 »

i Senior management commitiient

ii. Appoint the management representative
iii. Awareness

iv. Appoint an implementation team

Ve Training

vi. Time schedule

vii. Select element owners
viii,  Review the present system

ix. \Vrite the docunients B >

X Install the new system \ 3

xi.  Internal nudit il

xil.  Management review Dr. G. Balakrishnan, M.E, Ph.D,,

Principal
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