Connotations of Quality

What is Quality?

Quality can be interpret as "Customer's expressed and implied requirements are met fully". This is a
core statement from which some eminent definitions of quality have been derived. They include: "the
totality of features and characteristics of a product or service that bears on its ability to meet a stated or
implied need" [ISO, 1994], "fitness for use" [Juran, 1988], and "conformance to requirement" [Crosby,
1979]. It is important to note that satisfying the customers' needs and expectations is the main factor in
all these definitions. Therefore it is an imperative for a company to identify such needs early in the
product/service development cycle. The ability to define accurately the needs related to design,
performance, price, safety, delivery, and other business activities and processes will place a firm ahead
of its competitors in the market. In 1992 Crosby broadened his definition for quality adding an
integrated notion to it: "Quality meaning getting everyone to do what they have agreed to do and to do
it right the first time is the skeletal structure of an organization, finance is the nourishment, and
relationships are the soul." Some Japanese companies find that "conformance to a standard" too
narrowly reflects the actual meaning of quality and consequently have started to use a newer definition
of quality as "providing extraordinary customer satisfaction". There is a trend in modern day
competition among Japanese companies to give you rather more in order to 'delight' you.

The concept of TQM can be understood by understanding the three terms that make the
concept.

1. Total — Everyone associated with the company is involved in continuous improvement
including customers and suppliers.

2. Quality — Customers’ stated and implied requirements are fully met.

3. Management — Executives are fully committed.

Total Quality Management (TQM) — Nature

The nature of TQM is explained as follows:

1. Strategic Commitment:
Quality improvement is necessary to achieve the overall organizational goals and also carries
some costs with it like prevention costs (acceptance planning, quality audit, preventive

maintenance), appraisal cost (product acceptance, inspection) and failure costs (redesign,



scrap, corrective action). Minimizing these costs and achieving the desired goals requires
strategic commitment by top management.

2. Teamwork:

Teamwork provides an opportunity to achieve quality improvement by bringing people
together, facilitating communication between functional (or departmental) activities,
familiarizing them with work done by others and creating an awakening of the consequences of
poor quality of work that they perform. Teamwork acts as an effective platform for change and
consequently, quality management.

3. Customer Satisfaction:

The way to quality improvement is through learning about consumer expectations. TQM aims
at satisfying the needs of external and internal consumers. Successful internal working relations
are the road to satisfy external consumers.

4. Continuous Improvement:

Quality improvement is a continuous cycle of ascertaining consumers’ requirements, meeting
these requirements, obtaining feedback, measuring success and probing into areas where
further improvements can be made.

5. Prevention:

TQM aims at taking preventive action rather than corrective action. It seeks to ensure that
failures do not occur so that a healthy and positive environment is created which substantiates
the culture of continuous improvement.

6. Materials, Technology and Methods:

Establishing a system which ensures defect-free products provides the foundation to TQM. This
can be promoted by improving the quality of materials, technology and methods.
Improvement in quality of materials that firms get from their suppliers leads to improvement in
quality of the final products and decline in the rate of rejections by consumers.

Investment in technology or improved and automated way of working also helps in making
products with higher quality, precision and consistency. “Methods are the operating systems
used by the organisation during the actual transformation process”. Effective methods of
production is a step towards improving the quality of products.

7. Improvement Tools:

In order to improve quality and remain competitive in the global economy, firms adopt the

right improvement tools, techniques and methodologies.

Total Quality Management (TQM) — Core Concepts of TQM
TQM emphasises on the following core concepts:



1. Satisfy the Customer — The focus here is on external customer. Satisfy the customer means to
take due care of the customer’s overall satisfaction, i.e., quality, cost, service etc. Making the
continuous changes to satisfy the customer is an integral part of TQM.

2. Management by Fact — The management should know the quality of the product or service
that the customer is presently using. This quality level is used as benchmark for further
improvement. For this purpose, the management gathers the related facts about the present
level and pass on the information to employees of the firm at all levels facilitating take
appropriate decisions based on the facts. These facts are an essential aspect of continuous
improvement.

3. Management based on Human Resources — The management should emphasise their
employees understand what to do, how to do the job, get the feedback about their
performance. The human resources should be encouraged to take more responsibility for the
guality of their work. People can be more committed to make the customers more satisfied and
this is possible through their more involvement. The quality is heavily influenced by the
continuous involvement of the people rather than by the systems, standards and techniques.
4, Total Quality Management is a Continuous Journey — It is a management and continuous
long-term journey. It is not a short-term journey based on goals or targets or a project. TQM is
a long-term improvement programme based on the incremental change.

5. Internal Customers are Vital — Internal customers are more important in comparison to
external customers because they are most crucial and complex variable and continuously
influence the maintenance of quality. They also influence speed, efficiency, perfectness and
value-addition. All work is a business process and is a combination of methods, materials,
manpower and machines that taken together produce a product or service.

A set of 14 management practices to help companies increase their quality and productivity
are:

1. Create constancy of purpose for improving products and services.

2. Adopt the new philosophy.

3. Cease dependence on inspection to achieve quality.

4. End the practice of awarding business on price alone; instead, minimize total cost by working
with a single supplier.

5. Improve constantly and forever every process for planning, production and service.

6. Institute training on the job.

7. Adopt and institute leadership.

8. Drive out fear.

9. Break down barriers between staff areas.

10. Eliminate slogans, exhortations and targets for the workforce.



11. Eliminate numerical quotas for the workforce and numerical goals for management.

12. Remove barriers that rob people of pride of workmanship, and eliminate the annual rating
or merit system.

13. Institute a vigorous program of education and self-improvement for everyone.

14. Put everybody in the company to work accomplishing the transformation.

Total Quality Management (TQM) — 5 Important Fundamentals of TQM

TQM system to be successful requires focus on various aspects relating to it. Some aspects
should be kept in mind before TQM is, implemented.

The important fundamentals of TQM are as follows:

1. Focus on Customer:

The main fundamental of TQM is its focus on customer requirements and their satisfaction.
TQM philosophy focuses on the theme ‘Consumer is king’. Every business organisation
manufactures products for some type of customer. If one producer does not satisfy the
customer then the second will come in. The companies should frame their processes and
products which must satisfy the customer.

The companies in India still hanker on their ‘product oriented’ approach. This is the main reason
that they are not able to have footage in international markets. The latest approach has shifted
from customer satisfaction to ‘Customer delightment’. This approach is necessary to have an
international footage.

2. Management by Fact:

The concept of management by fact means that decisions should be based on facts. Facts here
mean the information which is essential for reaching a decision and solving a problem. The
subordinates normally raise a problem but do not provide facts for solving them. The decisions
should be taken by using statistical tools.

When the required data is available then it becomes easy to take a decision. Even the tough
decisions can be taken by using simple statistical tools. TQM will be successful only when
decision making is based on facts of every case. The employees should also be trained to use
factual information for taking every decision.

3. Focus on Prevention:

The focus of TQM is on avoiding the recurrence of same problems. When a problem is solved
then the mechanism should be so designed that it is solved forever and it does not recur again.
In Indian companies the same problems are solved again and again. The companies must
ensure that problems are solved once for all and recurrence of these problems is prevented.

4. Principle of PDCA Cycle:



The plan-do-check-act principle is also an essential tool for implementing TQM programme.
This is the principle of continuous improvement. TQM will work successfully only if continuous
effects are made for improvements. A systematic process for examining how to improve things
is necessary. Managers should never be satisfied by status quo. The complacency will allow
competitors to win, but by following PDCA principle complacency can be avoided.

5. Employee Involvement:

TQM will be successfully implemented if employees are fully involved in this programme. The
employees have proper understanding of various issues and can give practical suggestions for
consideration. The company should recognise the importance of employees’ involvement and
giving due weightage to their suggestions. This principle will encourage employers to think
positively about the company and help management in solving various problems. The employee
involvement is a precondition for the success of TQM programme.

Quality Framework

Garvin proposes eight critical dimensions or categories of quality that can serve as a framework
for strategic analysis: Performance, features, reliability, conformance, durability, serviceability,
aesthetics, and perceived quality.

1. Performance

Performance refers to a product's primary operating characteristics. For an automobile, performance
would include traits like acceleration, handling, cruising speed, and comfort. Because this dimension of
quality involves measurable attributes, brands can usually be ranked objectively on individual aspects of
performance. Overall performance rankings, however, are more difficult to develop, especially when
they involve benefits that not every customer needs.

2. Features

Features are usually the secondary aspects of performance, the "bells and whistles" of products and
services, those characteristics that supplement their basic functioning. The line separating primary
performance characteristics from secondary features is often difficult to draw. What is crucial is that
features involve objective and measurable attributes; objective individual needs, not prejudices, affect
their translation into quality differences.

3. Reliability

This dimension reflects the probability of a product malfunctioning or failing within a specified time
period. Among the most common measures of reliability are the mean time to first failure, the mean
time between failures, and the failure rate per unit time. Because these measures require a product to
be in use for a specified period, they are more relevant to durable goods than to products or services
that are consumed instantly.



4. Conformance

Conformance is the degree to which a product's design and operating characteristics meet established
standards. The two most common measures of failure in conformance are defect rates in the factory
and, once a product is in the hands of the customer, the incidence of service calls. These measures
neglect other deviations from standard, like misspelled labels or shoddy construction, that do not lead
to service or repair.

5. Durability

A measure of product life, durability has both economic and technical dimensions. Technically, durability
can be defined as the amount of use one gets from a product before it deteriorates. Alternatively, it may
be defined as the amount of use one gets from a product before it breaks down and replacement is
preferable to continued repair.

6. Serviceability

Serviceability is the speed, courtesy, competence, and ease of repair. Consumers are concerned not only
about a product breaking down but also about the time before service is restored, the timeliness with
which service appointments are kept, the nature of dealings with service personnel, and the frequency
with which service calls or repairs fail to correct outstanding problems. In those cases where problems
are not immediately resolved and complaints are filed, a company's complaints handling procedures are
also likely to affect customers' ultimate evaluation of product and service quality.

7. Aesthetics

Aesthetics is a subjective dimension of quality. How a product looks, feels, sounds, tastes, or smells is a
matter of personal judgement and a reflection of individual preference. On this dimension of quality it
may be difficult to please everyone.

8. Perceived Quality

Consumers do not always have complete information about a product's or service's attributes; indirect
measures may be their only basis for comparing brands. A product's durability for example can seldom
be observed directly; it must usually be inferred from various tangible and intangible aspects of the
product.

TQM Evolution: From Inspection to Total Quality Management

The concepts and ideas of TQM were formalized based on the foundations of the work done
over the last few centuries. This entry outlines the evolution of TQM, from inspection through

to the present-day concepts of total quality.

Quality management started with a simple inspection-based system, where a product was
compared with a product standard by a team of inspectors. The first revolutionary change in
the form of a system of quality control accompanied World War Il. At that time, quality was

achieved through control systems, which included product testing and documentation.



In the quality assurance stage, there was a shift in focus from product quality to systems

quality. Quality manuals, quality planning and advanced document control were typical of this

stage. Quality assurance was, however, a preventive measure.

The fourth stage of development brought about total quality management. A clear and

unambiguous vision, few interdepartmental barriers, staff training, excellent customer

relations, emphasis on continuous improvement and quality of the company as a whole were

seen as being typical of a TQM environment.

The Four Stages of TQM

The following four stages can be identified in the evolution of TQM and are shown in Table X-1:

Inspection-based
System of quality control

Quality assurance

e N e

Total quality management

Table X-1 | Evolution of Total Quality Management

Quality Management
Areas of Focus

Stages

Inspection Detection

Quality control Maintaining status

quo

Quality assurance Prevention

Total quality management Quality as a strategy

Scope

Error detection

Rectification

Sorting, grading, reblending

Decision about salvage and acceptance
Quality standards

Use of statistical methods

Process performance

Product testing

Quality system (ISO 9000)

Quality costing

Quality planning and policies
Problem-solving

Quality design

Quality strategy

Customers, employees and suppliers
involvement

Involve all operations
Empowerment and teamwork



1. Inspection-Based

The quality movement traces its root back to medieval Europe, when craftsmen began
organizing themselves into unions called guilds in the late thirteenth century.

Until the early nineteenth century, manufacturing in the industrialized world tended to follow
this model. The factory system, with its emphasis on product inspection, began in Great Britain
in the mid-1750s and grew into the Industrial Revolution in the early 1800s. In the early

twentieth century, manufacturers began to include quality processes in quality practices.

During the early days of manufacturing, an operative’s work was inspected and a decision
whether to accept or reject it was made. As businesses expanded, so too did this role, and full-

time inspection job s were created. This brought about the following other problems:

o Technical problems requiring specialized skills, often not possessed by production workers,

occurred.

o Some of the inspectors lacked training.

o Inspectors were ordered to accept defective goods to increase output.

o Skilled workers were promoted to other roles, leaving less skilled workers to perform

operational jobs, such as manufacturing.

o These changes led to the birth of a separate inspection department with a “chief inspector,”

reporting to either the person in charge of manufacturing or the works manager.

o With the creation of this new department there came newer services such as standards,
training, recording of data and the accuracy of measuring equipment. It became clear that
the responsibilities of the “chief inspector” included more than just product acceptance,

and a need to address defect prevention emerged.

o System of Quality Control

The quality control department evolved with an intention to undertake actions and measures
to control quality in a desired manner. The “quality control manager” heading this department

was responsible for inspection services and quality control engineering.



In the 1920s, statistical theory began to be applied effectively to quality control and in 1924,
Shewart made the first sketch of a modern control chart. His work was later developed by
Deming. The early works of Shewart, Deming, Dodge and Romig constitutes much of what
comprises the theory of statistical process control (SPC), today. However, there was little use of

these techniques in manufacturing companies until the late 1940s.

At that time, Japan’s industrial system had been virtually destroyed and it had gained a
reputation as a producer of cheap, imitation products and an illiterate workforce. The Japanese
recognized these problems and set about solving them with the help of some notable quality

gurus — Juran, Deming and Feigenbaum.

in the early 1950s, quality management practices developed rapidly in Japanese plants and
become a major theme in Japanese management philosophy. By 1960s, quality control and
management had become a national preoccupation. Quality control, however, is not an
independent act; rather, it works in accordance with the guidelines set by quality assurance.
The whole idea is to see whether planned quality is actually being achieved. Thus, quality

assurance is more comprehensive and quality control is a part of it.

By the late 1960s and early 1970s, Japan’s imports into the US and Europe increased
significantly due to its cheaper through better quality products compared to its Western

counterparts.

In a Department of Trade and Industry publication of 1982, it was stated that Britain’s world
trade share was declining and this was having a dramatic effect on the standard of living in the
country. There was intense global competition and any country’s economic performance and
reputation for quality was made up of the reputation and performances of its individual

companies and products/services.

The British Standard (BS) 5750 for quality systems had been published in 1979. In 1983, the
National Quality Campaign was launched using the BS 5750 as its main theme. The aim was to
bring to the attention of industry the importance of quality for competitiveness and survival in

the world market.

3. Quality Assurance




The International Organization for Standardization (ISO) 9000 has become the internationally
recognized standard for quality management systems. It comprises a number of standards that
specify the requirements for the documentation, implementation and maintenance of a quality

system.

These standards were published for the first time in 1987. The aim was to effectively document
the requirements of the quality management system, which had to be implemented to attain
customer satisfaction. These standards were revised for the first time in 1994. Based on actual
experiences of several thousand companies, these standards were revised again leading to an

improved version being published in 2000. These standards were developed to assure quality.

Total Quality Management (TQM)

The birth of total quality in the United States came as a direct response to the quality
revolution in Japan following World War Il. The Japanese welcomed the inputs of Americans,
Joseph M. Juran and W. Edwards Deming, and rather than concentrate on inspection, focused

on improving all organizational processes through the people who used them.

In 1969, the first international conference on quality control sponsored by Japan, America and
Europe was held in Tokyo. Feigbenbaum presented the paper, which used the term “total
quality” for the first time, and referred as wider issues such as planning, organization and

management responsibility.

Ishikawa presented a paper explaining how “total quality control” in Japan was different in the
sense that it implied “company-wide quality control”, and he described how all the employees,
from the top management to the workers were required to study and participate in quality
control for the process to be effective. By the 1970s, the US industrial sectors of automobiles
and electronics had been broadsided by Japan’s high-quality competition. The US response,
emphasizing not only statistics but approaches that embraced the entire organization, became
known as total quality management (TQM). TQM is now part of a much wider concept that

addresses overall organizational performance and recognizes the importance of processes.

Conventional quality management versuses TQM



QUALITY DEFINED BY COMPANY VS. CUSTOMER

With traditional quality management, the company defines its quality standards and
determines whether a particular product is acceptable. In total quality management, customers
determine a product’s quality. A company can change its standards, train employees or revise
its processes, but if customers aren’t satisfied, then the organization isn’t producing a quality
product.

EMPHASIZING SHORT-TERM VS. LONG-TERM SUCCESS

Traditional quality management emphasizes the achievement of short-term objectives, such as
the number of products produced or profits earned in a quarter. Total quality management
looks at long-term improvements in how a product is produced and the sustained satisfaction
of customers.

IMPROVING PEOPLE VS. IMPROVING PROCESSES

If defects are found through traditional quality management, managers identify who is
responsible and hold them accountable. With total quality management, managers and
employees look at how they can improve quality by changing the processes used to produce a
product.

MANAGING WITH FEAR VS. MOTIVATING WITH REWARDS

In traditional quality management, managers rely their on authority as supervisors to tell
employees what to do. They may even use fear to motivate and threaten to discipline or even
to fire employees. In total quality management, employees are given opportunities to improve
themselves. They are rewarded for the achievement of individual, departmental or
organizational goals.

ACCOUNTABILITY OF THE FEW VS. RESPONSIBILITY OF THE MANY

With traditional management, only the employees who are directly involved in producing a
product are responsible for its quality. With total quality management, everyone in an
organization — including the top executives — are responsible for the quality of each product
that the company produces.

ACTING ON INSTINCTS VS. DECIDING BY FACTS

In traditional quality management, supervisors and employees solve problems and act based on
their individual knowledge, skills and instincts. In total quality management, multiple
employees, teams or departments solve problems and make decisions based on substantive
data.

ISOLATION VS. COOPERATION

Each employee has a specific role that is narrowly defined by a supervisor in traditional quality
management. Total quality management involves managers and employees working together in
an integrated capacity that involves more than one role or responsibility at a time.

FIGHTING FIRES VS. CONTINUOUSLY IMPROVING

Traditional quality management requires the reproduction of any product with defects. It
addresses problems as they arise, resolving them on a case-by-case basis. Total quality
management, on the other hand, emphasizes eliminating waste and increasing efficiencies so
that a product is produced correctly the first time. It emphasizes continuous process
improvement, resolving issues systematically.



Benefits of TQM

The benefits of TQM include:

o Less product defects. One of the principles of TQM is that creation of products and services
is done right the first time. This means that products ship with fewer defects, which reduce

product recalls, future customer support overhead and product fixes.

o Satisfied customers. High-quality products that meet customers’ needs results in higher
customer satisfaction. High customer satisfaction, in turn, can lead to increased market

share, revenue growth via upsell and word-of-mouth marketing initiated by customers.

e Lower costs. As a result of less product defects, companies save cost in customer support,
product replacements, field service and the creation of product fixes. The cost savings flow

to the bottom line, creating higher profit margins.

o Well-defined cultural values. Organizations that practice TQM develop and nurture core
values around quality management and continuous improvement. The TQM mindset
pervades across all aspects of an organization, from hiring to internal processes to product

development.

Cost of Quality

The pursuit of total quality will cause a company to incur costs —the costs of quality. There are
two types of cost of quality — costs to control quality and the costs incurred from failure to
control quality. Costs to control quality include preventative and appraisal costs designed to
stop defects before they happen and to evaluate operations. In comparison, costs incurred
from failure to control quality are costs that are incurred after the fact. The best way to
improve quality is to focus on prevention.

Cost of Quality Examples
Examples of prevention-related costs of quality include the following

e Certifications
e Correct product designs
e Employee training
e Process improvement
Some examples of appraisal activities include the following

e Inspecting materials
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e Machines
e Processes
Examples of costs incurred from failure to control quality include the following

e Disposing of scrap

e Reworking products

e Delays

e Warranties and returns
e Lost sales

e Tarnished brand equity

What Is A Quality Award?

A Quality Award is a formal recognition of outstanding performance that demonstrates a
commitment to continuous improvement, innovation and customer satisfaction. These awards
recognize organizations that consistently exceed expectations regarding quality, service
delivery and responsiveness.

Various Quality Award programs are available to all types of organizations, including
governments, not-for-profits, private companies and public sector entities.

Most Famous Performance Excellence Models
These are some of the most popular quality awards or performance excellence models.

1. European Excellence Award (EFQM)

2. Excellence Canada

3. ASQ International Team Excellence Award (ITEA)

4. Malcolm Baldrige National Quality Award (MBNQA)
5. Deming Prize

Each of these models uses a different set of criteria to evaluate organizations. However, each
one shares common elements such as:

e Demonstrated leadership skills

e An emphasis on process approach and continuous improvement
e Afocus on customer orientation

e Commitment to employee involvement

e Value creation through innovation

e Focus on strategic planning and fact-based decision making

e Consistent results (financial and non-financial)

All these models also share similar characteristics. For example:

e Their assessments are made independently
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o They require organizations to submit objective evidence of their performance
e They are not restricted to any particular industry

o They are open to all types of organizations

e They measure performance against clearly defined standards

Let's briefly look at each of these models:

1. European Excellence Award (EFQM)

Founded in 1991, EFQM was developed to help European businesses improve their
performance. It has been widely adopted throughout Europe and beyond. EFQM assesses the
performance of organizations in two broad categories: Enablers and Result. Both of these
categories have equal weightage in the final assessment.

Enabler category contains Leadership, People, Policy Strategy, Partnership and Resources, and
Processes.

Result category contains People Results, Customer Results, Society Results and Key
Performance Results.

2. Excellence Canada

Founded in 1992 as the National Quality Institute(NQl), it was renamed Excellence Canada in
2011. It's now known for its expertise in helping organizations improve their customer
experience.

Canada Awards for Excellence aims to recognize outstanding achievements by organizations
across Canada.

For an organization to be eligible for the award, they need to show exceptional performance in
the respective category: Excellence, Innovation and Wellness, Healthy Workplace, Mental
Health at Work and Financial Wellness.

3. ASQ International Team Excellence Award (ITEA)

The ASQ ITEA is the global performance recognition program in the field of quality and
organizational excellence best practices. This is a team award. Teams from across the world
present their quality improvement projects to compete for this award.

4. Malcolm Baldrige National Quality Award (MBNQA)

The Malcolm Baldrige National Quality Program was founded in 1987. The program was named
after Malcolm Baldridge, who served as U.S. Secretary of Commerce under President Ronald
Reagan.

This award is given out by the United States Department of Commerce every year.

Three MBNQA awards can be given annually in these six categories:

1. Manufacturing
2. Service Company
3. Small Business
4. Education

5. Healthcare

6.

Non-profit


https://efqm.org/
https://excellence.ca/about-us/
https://asq.org/membership/organization/asqe-itea
https://www.nist.gov/baldrige

Recipient selection is based on achievement and improvement across seven key areas called
the Baldrige Criterion for Performance Excellence.

Leadership

Strategy

Customers

Measurement, analysis, and knowledge management
Workforce

Operations

Results.
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5. Deming Prize

In 1951, Deming Prize was founded to recognize Dr. Deming's contributions to Japan's post—
World War Il economic recovery efforts. It's an award for companies that achieve outstanding
results in the field of Total Quality Management (TQM).

It recognizes both individuals who contribute to the field of Total Quality Management (TQM)
and companies that have successfully implemented TQM.

Unlike other awards, there is no limit to the total number of people/organizations who may win
the Prize. Organizations scoring above the minimum threshold for each category (passing) will
receive the Deming Award.

There are four categories in Deming Prize:

¢ The Deming Prize for Individuals
¢ The Deming Distinguished Service Award for Dissemination and Promotion (Overseas)
¢ The Deming Prize
¢ The Deming Grand Prize (former Japan Quality Medal).
The Union of Japanese Scientists and Engineers (JUSE) administers this program.

Other National Quality Awards

A national quality award program is usually part of an overall strategy for making a nation's
companies more globally competitive. These awards are typically given by governments (such
as ministries) or non-profits with governmental ties. Here is a list of the most notable quality
awards.

e Australian Business Excellence Awards

e China Quality Award

e Dubai Government Excellence Award

e Dutch Quality Assessment (Netherlands)

e Egypt Government Excellence Award

e Indonesian Quality Award

e Iran National Quality Award

e King Abdulaziz Quality Award (Saudi Arabia)

e Korean National Quality Management Award (South Korea)
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e Prime Minister Quality Award (Pakistan)
e Rajiv Gandhi National Quality Award (India)
o Singapore Business Excellence Awards

This quality management model and management framework aims at sustainable excellence in
which quality, efficiency and sustainability are the key elements. The basis of the EFQM Model
consists of the concept.

It consists of a universal framework of concepts, thus enabling organizations to share
information in an effective way, irrespective of the different sectors, cultures and life stages in
which they are located.

Organizations can thus take other organizations as a model, so that they obtain insight into how
far they meet the image of a high-quality organization.

WHAT ARE QUALITY STANDARDS?.

Quality Glossary Definition: Standard

Quality standards are defined as documents that provide requirements, specifications,
guidelines, or characteristics that can be used consistently to ensure that materials, products,
processes, and services are fit for their purpose.

Standards provide organizations with the shared vision, understanding, procedures, and
vocabulary needed to meet the expectations of their stakeholders. Because standards present
precise descriptions and terminology, they offer an objective and authoritative basis for
organizations and consumers around the world to communicate and conduct business.

Principles of Quality Standards

WHO USES QUALITY STANDARDS?

Organizations turn to standards for guidelines, definitions, and procedures that help them
achieve objectives such as:

Satisfying their customers’ quality requirements
Ensuring their products and services are safe
Complying with regulations
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e Meeting environmental objectives
e Protecting products against climatic or other adverse conditions
e Ensuring that internal processes are defined and controlled

Use of quality standards is voluntary, but may be expected by certain groups of stakeholders.
Additionally, some organizations or government agencies may require suppliers and partners to
use a specific standard as a condition of doing business.

QUALITY STANDARDS

Topic: Standard:
Quality Management ISO 9000
ISO 9001
Auditing ISO 19011
Environmental Management ISO 14000
1SO 14001
Risk Management ISO 31011
Social Responsibility ISO 26000

Sampling by Attributes 21.4
Sampling by Variables 21.9
Food Safety ISO 22000

For businesses: Standards are important to the bottom line of every organization. Successful
companies recognize standards as business tools that should be managed alongside quality,
safety, intellectual property, and environmental policies. Standardization leads to lower costs
by reducing redundancy, minimizing errors or recalls, and reducing time to market.
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For the global economy: Businesses and organizations complying to quality standards helps
products, services, and personnel cross borders and also ensures that products manufactured
in one country can be sold and used in another.

For consumers: Many quality management standards provide safeguards for users of products
and services, but standardization can also make consumers’ lives simpler. A product or service
based on an international standard will be compatible with more products or services
worldwide, which increases the number of choices available across the globe.

What is Process Capability?

Before we discuss the importance of process capability, let’s first define what a process means.

A process can be any combination of tools, resources, or personnel working in tandem to
produce a specific product or output. At Bobby’s Bats, these include the staff, the saws and
sanders, the wood and stain used to make the bats—and computer software.

Ideally, this process would run each time consistently, producing a bat cut to the exact MLB
specifications. However, we know that it’'s more likely there will be some variation in the output
of the process. This is where a process capability analysis becomes useful.

Process capability provides two critical pieces of information. First, it provides a measure of the
variability in the output of a given process. Second, it compares the capability of a proposed
specification and provides critical data that enables production efficiency—while also
identifying potential problem areas.

Process capability requires a data set from an in-control process, which means that the output
measures of the process in question and then creates a normal bell-curve distribution over
time. Using standard, in-control data sets is key to the success of process capability analysis.


https://en.wikipedia.org/wiki/Process_capability
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How to Measure and Calculate Process Capability

There are several steps one should follow when performing a capability analysis. The first step
is to determine the upper and lower specification limits for the process. The customer, client, or
personnel involved in the production of the product can define these limits.

The second step is to collect a sampling of the current production process to determine the
mean and standard deviation of the existing product output. In this step, obtaining a large
sample size (typically 50 or more measurements) and collecting samples over a long period in
one production run is vital to ensure robust and accurate sampling.

Potential capability is calculated by dividing the specification width by the process.

Because potential capability is calculated using six standard deviations, Bobby will multiply six
times the standard deviation he calculated from his sample to get the process width. He’ll also
subtract the LSL from the USL to get the specification width, which looks like this:

Cp=USL-LSL6c

Bobby is looking for a process capability that is greater than one (1). If this is the case, it means
that his process has the potential to be capable of producing the specifications required,
depending on the way the process centers. To determine process centering, we need to
calculate the actual capability during production (Cpk).

The Cpk is a measurement of how centered the process is between the specifications. This is
determined by calculating the process capability of both the lower specification (Cpl) and the
upper specification (Cpu):

Cpl=(Process Mean-LSL)(3s)

Cpu=(USL-Process Mean)(3s)

Once those are calculated, we take the smallest value of the Cpl or Cpu, which can be
calculated as follows:

Cpk=Min(Cpl, Cpu)

If the minimum value is lower than one (1), the process can’t be accepted and won’t meet the
required specifications. While a minimum of one (1) could be considered acceptable, numbers
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closer to two (2) and three (3) are more desirable. Note that a Cpk higher than 1.33 is the
standard most companies require as a satisfactory process capability.

If Bobby’s actual capability during production is just below this capability, he’ll need to make
some changes if he wants to produce more volume going into the summer. To accomplish this,
he could work toward a more robust reduction in the process’s variability or towards centering
the midpoint of the process output.

Process Capability for Non-Normal Data

Calculating a preliminary process capability should only be used when a new process is being
established and has not yet reached statistical control. The critical difference between a
preliminary process capability index (Ppk) and the actual process capability index (Cpk) is that
Ppk can only assess information from the past due to the lack of current data on the process.
Unfortunately, this calculation can’t be used to predict future process outcomes reliably.

It’s also important to note that Cpk and Ppk values will vary greatly when the process is not
under statistical control. Understanding these differences will ensure that you’ll choose the
capability analysis most appropriate for your data set.

What is process mapping?

Process mapping visually represents a workflow, allowing team to understand a process and its
components more clearly. There are a variety of process maps, and you may know one by a
different name, such as a flowchart, a detailed process map, a document map, a high-level
process map, a rendered process map, a swimlane, a value-added chain diagram, a value-
stream map, a flow diagram, a process flowchart, a process model or a workflow diagram.
These visual diagrams are usually a component of a company’s business process management
(BPM).

A process map outlines the individual steps within a process, identifying task owners and
detailing expected timelines. They are particularly helpful in communicating processes among
stakeholders and revealing areas of improvement. Most process maps start at a macro level
and then provide more detail as necessary.

What is Regression Analysis?

Redman offers this example scenario: Suppose you’re a sales manager trying to predict next
month’s numbers. You know that dozens, perhaps even hundreds of factors — from the
weather to a competitor’s promotion to the rumor of a new and improved model — can impact



the numbers. Perhaps people in your organization even have a theory about what will have the
biggest effect on sales. “Trust me. The more rain we have, the more we sell.” “Six weeks after
the competitor’s promotion, sales jump.”

Regression analysis is a way of mathematically sorting out which of those variables does indeed
have an impact. It answers the questions: Which factors matter most? Which can we ignore?
How do those factors interact with one another? And, perhaps most important, how certain are
we about all these factors?

In regression analysis, those factors are called “variables.” You have your dependent variable —
the main factor that you’re trying to understand or predict. In Redman’s example above, the
dependent variable is monthly sales. And then you have your independent variables— the
factors you suspect have an impact on your dependent variable.

Resource utilization is a vital area of project management and portfolio management that can
sustain growth, increase profits, improve productivity and enhance an enterprise’s bottom line.

Resource utilization is a KPI that measures performance and effort over an amount of available
time (or capacity). Optimal resource utilization allows project managers to foresee resource
availability across multiple categories. This insight allows teams to strategically plan their
workforce schedules and make real-time remedial efforts to ensure the optimal health of new
projects.

Resource utilization formula and rate calculation

Monitoring a team’s utilization and tracking individual performance productivity gives project
managers one of the key KPIs for effective resource planning. These calculations help
determine whether a full-time or part-time resource is overutilized or underutilized.

Overutilization (e.g., working more than the available hours) can lead to employee burnout.
Underutilization (e.g., working less than the available hours) can lead to unplanned delays.

A typical resource utilization formula is calculated by dividing actual or allocated time by
resource capacity. Project managers can adjust this formula to obtain a utilization rate that
measures in hours, days or percentage. A utilization rate allows project managers to track
resource performance and create a resource utilization project plan. Resource managers can
then calculate billable tasks across new projects and engage in strategic capacity planning.

The benefits of measuring resource performance and gaining real-time visibility of utilization
can be reaped across an enterprise to gain a competitive advantage. A successful resource
utilization plan can do the following:



Reduce employee burnout by foreseeing overload and improve project management
with access to productivity data.

Increase profitability by time-tracking billable utilization and knowing when and what
resources to mobilize to billable tasks and projects.

Support employee training and growth by transforming underutilized benched available
time to time that increases total billable hours.

Enhance productivity by scheduling with more agility and assigning tasks that best align
to a specific skillset.

Prevent scope creep and increase ROl with resource management tools that can define,
document and foresee unexpected new project requirements.



TQM Tools

Here follows a brief description of the basic set of Total Quality Management tools. They are:

e Pareto Principle
e Scatter Plots

e Control Charts

e Flow Charts

e Cause and Effect, Fishbone, Ishikawa Diagram
e Histogram or Bar Graph

e Check Lists

e Check Sheets

Pareto Principle

453

2 Rejects

1723
162

132

% | 4%

& B C O E F

Reject Causes

The Pareto principle suggests that most effects come from relatively few causes. In quantitative terms:
80% of the problems come from 20% of the causes (machines, raw materials, operators etc.); 80% of the
wealth is owned by 20% of the people etc. Therefore effort aimed at the right 20% can solve 80% of the
problems. Double (back to back) Pareto charts can be used to compare 'before and after' situations.
General use, to decide where to apply initial effort for maximum effect.

Scatter Plots
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A scatter plot is effectively a line graph with no line - i.e. the point intersections between the two data
sets are plotted but no attempt is made to physically draw a line. The Y axis is conventionally used for
the characteristic whose behaviour we would like to predict. Use, to define the area of relationship
between two variables.

Warning: There may appear to be a relationship on the plot when in reality there is none, or both
variables actually relate independently to a third variable.
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Control charts are a method of Statistical Process Control, SPC. (Control system for production
processes). They enable the control of distribution of variation rather than attempting to control each
individual variation. Upper and lower control and tolerance limits are calculated for a process and
sampled measures are regularly plotted about a central line between the two sets of limits. The plotted
line corresponds to the stability/trend of the process. Action can be taken based on trend rather than on
individual variation. This prevents over-correction/compensation for random variation, which would
lead to many rejects.

Flow Charts
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Pictures, symbols or text coupled with lines, arrows on lines show direction of flow. Enables modelling of
processes; problems/opportunities and decision points etc. Develops a common understanding of a
process by those involved. No particular standardisation of symbology, so communication to a different
audience may require considerable time and explanation.

Cause and Effect, Fishbone, Ishikawa Diagram

The process of Total Quality Management works on the principle that the responsibility of
delivering quality products/services is not only of the management, but also of every employee
working in the organization, irrespective of the designation and role. This means that every
single individual is responsible for delivering quality that meets the demands of customers.
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The cause-and-effect diagram is a method for analysing process dispersion. The diagram's purpose is to
relate causes and effects. Three basic types: Dispersion analysis, Process classification and cause
enumeration. Effect = problem to be resolved, opportunity to be grasped, result to be achieved.
Excellent for capturing team brainstorming output and for filling in from the 'wide picture'. Helps
organise and relate factors, providing a sequential view. Deals with time direction but not quantity. Can
become very complex. Can be difficult to identify or demonstrate interrelationships.

Histogram or Bar Graph
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A Histogram is a graphic summary of variation in a set of data. It enables us to see patterns that are

difficult to see in a simple table of numbers. Can be analysed to draw conclusions about the data set.

A histogram is a graph in which the continuous variable is clustered into categories and the value of
each cluster is plotted to give a series of bars as above. The above example reveals the skewed
distribution of a set of product measurements that remain nevertheless within specified limits. Without
using some form of graphic this kind of problem can be difficult to analyse, recognise or identify.



Check Sheets

A Check Sheet is a data recording form that has been designed to readily interpret results from the form
itself. It needs to be designed for the specific data it is to gather. Used for the collection of quantitative
or qualitative repetitive data. Adaptable to different data gathering situations. Minimal interpretation of
results required. Easy and quick to use. No control for various forms of bias - exclusion, interaction,
perception, operational, non-response, estimation.

Check Lists

A Checklist contains items that are important or relevant to a specific issue or situation. Checklists are
used under operational conditions to ensure that all important steps or actions have been taken. Their
primary purpose is for guiding operations, not for collecting data. Generally used to check that all
aspects of a situation have been taken into account before action or decision making. Simple, effective.

What is Process Capability?

1. Process capability is the long-term performance level of the process after it has been brought under
statistical control. In other words, process capability is the range over which the natural variation of
the process occurs as determined by the system of common causes. 2. Process capability is also the
ability of the combination of people, machine, methods, material, and measurements to produce a
product that will consistently meet the design requirements or customer expectation.

Process capability study is a scientific and a systematic procedure that uses control charts to detect
and eliminate the unnatural causes of variation until a state of statistical control is reached. When
the study is completed, you will identify the natural variability of the process.

* Process capability measurements allow us to summarize process capability in terms of meaningful
percentages and metrics.

* To predict the extent to which the process will be able to hold tolerance or customer
requirements. Based on the law of probability, you can compute how often the process will meet
the specification or the expectation of your customer.

* You may learn that bringing your process under statistical control requires fundamental changes -
even redesigning and implementing a new process that eliminates the sources of variability now at
work.

¢ It helps you choose from among competing processes, the most appropriate one for meeting
customers' expectation.

¢ Knowing the capability of your processes, you can specify better the quality performance
requirements for new machines, parts and processes.

Why Should | know the Capability of My Supplier's Processes ?

1. To set realistic cost effective part specifications based upon the customer's needs and the costs
associated by the supplier at meeting those needs.

2. To understand hidden supplier costs. Suppliers may not know or hide their natural capability limits in
an effort to keep business. This could mean that unnecessary costs could occur such as sorting to
actually meet customer needs.

3. To be pro-active. For example, a Cpk estimation made using injection molding pressure
measurements during a molding cycle may help reveal a faulty piston pressure valve ready to



malfunction before the actual molded part measurements go out of specifications. Thus saving time and
money.

Measures of Process Capability - Process Capability Indices:

Cp, Cpl, Cpu, and Cpk are the four most common and timed tested measures of process capability.

® Process capability indices measure the degree to which your process produces output that meets the
customer's specification.

® Process capability indices can be used effectively to summarize process capability information in a
convenient unitless system.

¢ Cp and Cpk are quantitative expressions that personify the variability of your process (its natural
limits) relative to its specification limits (customer requirements).

Regression Analysis

Introduction

As you develop Cause & Effect diagrams based on data, you may wish to examine the degree of
correlation between variables. A statistical measurement of correlation can be calculated using
the least squares method to quantify the strength of the relationship between two variables.
The output of that calculation is the Correlation Coefficient, or (r), which ranges between -1
and 1. A value of 1 indicates perfect positive correlation - as one variable increases, the second
increases in a linear fashion. Likewise, a value of -1 indicates perfect negative correlation - as
one variable increases, the second decreases. A value of zero indicates zero correlation.

Before calculating the Correlation Coefficient, the first step is to construct a scatter diagram.
Most spreadsheets, including Excel, can handle this task. Looking at the scatter diagram will
give you a broad understanding of the correlation. Following is a scatter plot chart example
based on an automobile manufacturer.

In this case, the process improvement team is analyzing door closing efforts to understand
what the causes could be. The Y-axis represents the width of the gap between the sealing
flange of a car door and the sealing flange on the body - a measure of how tight the door is set
to the body. The fishbone diagram indicated that variability in the seal gap could be a cause of
variability in door closing efforts.

Door Efforts vs. Seal Gap
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In this case, you can see a pattern in the data indicating a negative correlation (negative slope)
between the two variables. In fact, the Correlation Coefficient is -0.78, indicating a strong
inverse or negative relationship.

Simple Regression Analysis

While Correlation Analysis assumes no causal relationship between variables, Regression
Analysis assumes that one variable is dependent upon: A) another single independent variable
(Simple Regression) , or B) multiple independent variables (Multiple Regression).

Regression plots a line of best fit to the data using the least-squares method. You can see an
example below of linear regression using the same car door scatter plot:

You can see that the data is clustered closely around the line, and that the line has a downward
slope. There is strong negative correlation expressed by two related statistics: the r value, as
stated before is, -0.78 the r? value is therefore 0.61. R?, called the Coefficient of Determination,
expresses how much of the variability in the dependent variable is explained by variability in
the independent variable. You may find that a non-linear equation such as an exponential or
power function may provide a better fit and yield a higher r? than a linear equation.

These statistical calculations can be made using Excel, or by using any of several statistical
analysis software packages.
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Multiple Regression Analysis

Multiple Regression Analysis uses a similar methodology as Simple Regression, but includes
more than one independent variable. Econometric models are a good example, where the
dependent variable of GNP may be analyzed in terms of multiple independent variables, such as
interest rates, productivity growth, government spending, savings rates, consumer confidence,
etc.

Many times historical data is used in multiple regression in an attempt to identify the most
significant inputs to a process. The benefit of this type of analysis is that it can be done very
quickly and relatively simply. However, there are several potential pitfalls:

The data may be inconsistent due to different measurement systems, calibration drift,
different operators, or recording errors.

The range of the variables may be very limited, and can give a false indication of low
correlation. For example, a process may have temperature controls because temperature has
been found in the past to have an impact on the output. Using historical temperature data
may therefore indicate low significance because the range of temperature is already
controlled in tight tolerance.

There may be a time lag that influences the relationship - for example, temperature may be
much more critical at an early point in the process than at a later point, or vice-versa. There
also may be inventory effects that must be taken into account to make sure that all
measurements are taken at a consistent point in the process.

Once again, it is critical to remember that correlation is not causality. As stated by Box, Hunter
and Hunter: "Broadly speaking, to find out what happens when you change something, it is
necessary to change it. To safely infer causality the experimenter cannot rely on natural
happenings to choose the design for him; he must choose the design for himself and, in
particular, must introduce randomization to break the links with possible lurking variables". ?
Returning to our example of door closing efforts, you will recall that the door seal gap had an
r2 of 0.61. Using multiple regression, and adding the additional variable "door weatherstrip
durometer" (softness), the r? rises to 0.66. So the durometer of the door weatherstrip added
some explaining power, but minimal. Analyzed individually, durometer had much lower
correlation with door closing efforts - only 0.41.

This analysis was based on historical data, so as previously noted, the regression analysis only
tells us what did have an impact on door efforts, not what could have an impact. If the range of
durometer measurements was greater, we might have seen a stronger relationship with door
closing efforts, and more variability in the output.

5 Whys Technique

The 5 Whys technique is a problem-solving method that relies on asking “why?” five times in a
continuous sequence to discover the root cause of a problem. Each time you ask why a problem
occurred, your answer then becomes the premise of your next question, forcing you to dig deeper
and deeper into the true cause of the issue.



This informed decision-making technique is used to examine the cause-and-effect relationships
hidden behind a specific problem. Rather than coming up with a solution that could only address
a certain symptom, the 5 Whys process focuses on countermeasures that aim to prevent the
problem from ever occurring again.

An Example of the 5 Whys Technique
Here’s an example of how this technique could be used to figure out the cause of the following
problem: A business went over budget on a recent project.

1. 1.Q: “Why did we go over budget on our project?” A: It took much longer than we
expected to complete.

2. 2.Q: “Why did it take longer than expected to complete?” A: We had to redesign
several elements of the product.

3. 3.Q: “Why did we have to redesign elements of the product?” A: Features of the
product were confusing to use.

4. 4. Q: “Why were the features of the product confusing to use?” A: We made incorrect
assumptions about what users wanted.

5. 5.Q: “Why did we make incorrect assumptions about what users wanted?” A: Our
user experience research team didn’t ask effective questions.

In this 5 Whys example, you can see that the nature of the problem ended up being quite
different from the answer to the first question. People will often initially blame a problem on
something that’s out of their control, such as a technological failure or an unpredictable
situation, but that naturally fails to account for any human factors. For instance, the underlying
cause of our example problem was not that it was impossible to predict how long the project
would take to complete, but rather a human error: The company’s user experience team didn’t
ask effective questions.

How to Conduct a 5 Whys Analysis in 5 Steps
Here's the process for conducting a successful 5 Whys analysis of your own:

1. Gather a team. Collect the team members who are knowledgeable about the process
that is to be examined. An effective team will consist of people with varying perspectives on
the issue. Once your team is assembled, appoint someone to the position of “5 Whys
Master.” This person will be in charge of keeping the team focused, leading the discussion,
and delegating responsibilities based on the counter-measures identified by the group.

2. Define the problem. Your team should talk about the issue and define it in a concise way
using a problem statement. You want to make this statement as specific as possible because
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a statement that’s too broad could end up resulting in a time-consuming analysis that
expands outside the confines of your problem’s root cause.

3. Ask “why?” five times. Your team will decide on the first “why?” question to start
with, and then the 5 Whys Master should lead the team in asking the sequence of
questions. Make sure the answer to each question is based on factual data instead of
disputable group opinions. Note that the number five is just a rule of thumb; it’s very
possible you may need to ask more than five questions to identify the root cause of the

problem. It’s also possible that you could need less than five questions to identify the right
answer. The idea is that you should end this step once you’re no longer coming up with practical
answers.

4. Take corrective action. Once you’ve identified the root cause of the problem, the entire team
should discuss a list of corrective actions or counter-measures to take in order to prevent the problem
from recurring. The 5 Whys Master should then delegate which team members should take
responsibility for each item on the list.

5. Monitor and share your results. It’s important to carefully monitor how successful your counter-
measures are in stopping the problem. If they aren’t as effective as you need them to be, it means you
may not have found the proper root cause and you should repeat the 5 Whys technique again from the
beginning. Lastly, record your findings and distribute them throughout your organization so that
everyone is able to learn from this particular case study.

Overall equipment effectiveness

Overall equipment effectiveness (OEE) is the highest standard used to measure
manufacturing productivity. OEE identifies what percentage of manufacturing time has been
the most productive. A 100 percent OEE score essentially means a company is producing the
best products, as quickly as possible, with no time delays or inefficiencies. In a more technical
sense, a 100 percent score means a company has 100 percent quality (the best parts), 100
percent performance (the best possible speed), and 100 percent availability (without

stoppage).
Kaizen

Kaizen is an approach to creating continuous improvement based on the idea that small,
ongoing positive changes can reap significant improvements. Typically, it is based on
cooperation and commitment and stands in contrast to approaches that use radical or top-

down changes to achieve transformation. Kaizen is core to lean manufacturing and the Toyota

Way. It was developed in the manufacturing sector to lower defects, eliminate waste, boost

productivity, encourage worker purpose and accountability and promote innovation.
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As a broad concept that carries myriad interpretations, it has been adopted in many other
industries, including healthcare. It can be applied to any area of business and even on the
individual level. Kaizen can use a number of approaches and tools, such as value stream
mapping -- which documents, analyzes and improves information or material flows required to

produce a product or service -- and Total Quality Management -- which is a management

framework that enlists workers at all levels to focus on quality improvements. Regardless of
methodology, in an organizational setting, the successful use of Kaizen rests on gaining support

for the approach across the organization and from the CEO down.

Kaizen is a compound of two Japanese words that together translate as "good change" or
"improvement." However, Kaizen has come to mean "continuous improvement" through its

association with lean methodology and principles.

Kaizen has its origins in post-World War Il Japanese quality circles. These circles or groups of
workers focused on preventing defects at Toyota. They were developed partly in response to
American management and productivity consultants who visited the country, especially W.
Edwards Deming, who argued that quality control should be put more directly in the hands of

line workers.

just-in-time" is a management philosophy and not a technique.

It originally referred to the production of goods to meet customer demand exactly, in time,
quality and quantity, whether the "customer' is the final purchaser of the product or another
process further along the production line.

It has now come to mean producing with minimum waste. "Waste" is taken in its most general
sense and includes time and resources as well as materials. Elements of JIT include:

e Continuous improvement.

Attacking fundamental problems - anything that does not add value to the product.
Devising systems to identify problems.

Striving for simplicity - simpler systems may be easier to understand, easier to
manage and less likely to go wrong.

A product oriented layout - produces less time spent moving of materials and parts.
Quality control at source - each worker is responsible for the quality of their own
output.
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o Poka-yoke - ‘foolproof' tools, methods, jigs etc. prevent mistakes
o Preventative maintenance, Total productive maintenance - ensuring machinery and
equipment functions perfectly when it is required, and continually improving it.

¢ Eliminating waste. There are seven types of waste:

waste from overproduction.

waste of waiting time.

transportation waste.

processing waste.

inventory waste.

waste of motion.

o waste from product defects.

e Good housekeeping - workplace cleanliness and organisation.

o Set-up time reduction - increases flexibility and allows smaller batches. Ideal batch size is
litem. Multi-process handling - a multi-skilled workforce has greater productivity,
flexibility and job satisfaction.

e Levelled / mixed production - to smooth the flow of products through the factory.

e Kanbans - simple tools to "pull' products and components through the process.

¢ Jidoka (Autonomation) - providing machines with the autonomous capability to use
judgement, so workers can do more useful things than standing watching them work.

e Andon (trouble lights) - to signal problems to initiate corrective action.

o O O O O O

JIT - Background and History

JIT is a Japanese management philosophy which has been applied in practice since the early
1970s in many Japanese manufacturing organisations. It was first developed and perfected
within the Toyota manufacturing plants by Taiichi Ohno as a means of meeting consumer
demands with minimum delays . Taiichi Ohno is frequently referred to as the father of JIT.
Toyota was able to meet the increasing challenges for survival through an approach that
focused on people, plants and systems. Toyota realised that JIT would only be successful if
every individual within the organisation was involved and committed to it, if the plant and
processes were arranged for maximum output and efficiency, and if quality and production
programs were scheduled to meet demands exactly.

JIT manufacturing has the capacity, when properly adapted to the organisation, to strengthen
the organisation's competitiveness in the marketplace substantially by reducing wastes and
improving product quality and efficiency of production.

There are strong cultural aspects associated with the emergence of JIT in Japan. The Japanese
work ethic involves the following concepts.

o Workers are highly motivated to seek constant improvement upon that which already
exists. Although high standards are currently being met, there exist even higher standards
to achieve.

e Companies focus on group effort which involves the combining of talents and sharing
knowledge, problem-solving skills, ideas and the achievement of a common goal.


http://www2.ifm.eng.cam.ac.uk/dstools/process/kanban.html

o Work itself takes precedence over leisure. It is not unusual for a Japanese employee to
work 14-hour days.

e Employees tend to remain with one company throughout the course of their career span.
This allows the opportunity for them to hone their skills and abilities at a constant rate
while offering numerous benefits to the company.

These benefits manifest themselves in employee loyalty, low turnover costs and fulfilment of
company goals.

Quality circles: can provide your company with many benefits. With quality circles, you can
improve the quality of your products and increase productivity. You can also take advantage of
team-building opportunities and create a more cohesive work environment.

Quality circles are designed to help improve the performance of individuals and teams, which
can lead to improved organizational performance. Whether you want to enhance individual or
team performance, improve customer service, or increase employee satisfaction, quality circles
can be a great way to do it.

Who Participates in the Quality Circle?

Members of a quality circle are the workers from a particular work area. For the best results the
membership should be people who volunteer to join it.Typically a quality circle might have 5 to
10 members.

Managers are supervisor are generally not a part of the quality circle, but they must provide all
the support needed by the quality circle.

Forced Field Analysis was created by Kurt Lewin in the 19 40s. He used it in his work as a social
Psychologist. Inthe modern world, it is used for making and communicating decisions about
whether to go ahead with a change or not.

It frames problems in terms of factors or pressures that support the status quo (restraining
forces) and those pressures that support change in the desired direction (driving forces). The
driving forces must be strengthened or the resisting forces weakened for the change to take
effect. A factor can be people, resources, attitudes, traditions, regulations, values, needs,
desires, etc. As a tool for managing change, Force Field Analysis helps identify those factors that
must be addressed and monitored if change is to be successful.

How to use it.

All you need to use the Force Field Analysis technique is a blank sheet of paper or a
whiteboard. It is vitally important to involve those that work in the system (subject matter
experts).



Step 1: Identify the goal or change and write it down in a box in the middle of the page

Step 2: Consider the forces that are driving the change. These could be internal or external to
your situation.

Step 3: Identify the forces which resist or are unfavourable to change.

Step 4: Assign Scores. Score each force from one (weak) to five (strong) according to how
important the team feels for each force. Then add up the scores for all of the driving and
resisting forces. For a more visual representation, you may also wish to draw arrows around
each force. The size of the arrow will correlate to the agreed score.

Step 5: Analyse and Apply. You can now use the outcome in two ways:

1. To decide whether or not to progress with the change
2. Tothink about how you can strengthen the driving forces or weaken the resisting forces

THE FIVE S'S

The 5S quality tool is derived from five Japanese terms beginning with the letter "S" used to
create a workplace suited for visual control and lean production. The pillars of 55 are simple to
learn and important to implement:

Seiri: To separate needed tools, parts, and instructions from unneeded materials and to
remove the unneeded ones.

Seiton: To neatly arrange and identify parts and tools for ease of use.

Seiso: To conduct a cleanup campaign.

Seiketsu: To conduct seiri, seiton, and seiso daily to maintain a workplace in perfect condition.
Shitsuke: To form the habit of always following the first four S’s.

Below, the Japanese terms are translated into the English language version of the 5S's.

Japanese Translated English Definition

Seiri organize sort Eliminate whatever is not needed by separating needed tools, parts, an
instructions from unneeded materials.



Seiton orderliness setinorder Organize whatever remains by neatly arranging and identifying parts an
for ease of use.

Seiso cleanliness  shine Clean the work area by conducting a cleanup campaign.

Seiketsu  standardize standardize Schedule regular cleaning and maintenance by conducting seiri, seiton,
and seiso daily.

Shitsuke  discipline sustain Make 5S a way of life by forming the habit of always following the first 1

LEAN 5S PROGRAM BENEFITS

Benefits to be derived from implementing a lean 5S program include:

Improved safety

Higher equipment availability

Lower defect rates

Reduced costs

Increased production agility and flexibility
Improved employee morale

Better asset utilization

Enhanced enterprise image to customers, suppliers, employees, and management

A gantt chart is a horizontal bar chart used in project management to visually represent a
project plan over time. Gantt charts typically show you the timeline and status—as well as

who’s responsible—for each task in the project.

Here’s a quick look at the details a gantt chart enables you to capture at a glance:

e How a project breaks down into tasks
e When each task will begin and end

e How long each task will take

e Who’s assigned to each task

o How tasks relate to and depend on each other.



e When important meetings, approvals, or deadlines need to happen

e How work is progressing in a project

e The full project schedule from start to finish

In other words, a gantt chart is a super-simple way to communicate what it will take to deliver a
project on time and budget. That means it’s a whole lot easier to keep your project team and

stakeholders on the same page from the get-go.

What Is a Network Diagram in Project Management?

A network diagram is a graphical representation of a project and is composed of a series of
connected arrows and boxes to describe the inter-relationship between the activities involved
in the project. Boxes or nodes represent the activity description, and arrows show the
relationship among the activities.

There must be a start and finish to each activity, and all the other activities fall within these
parameters. There are so many ways to draw a network diagram but the two most commonly
used methods are the precedence diagramming method (PDM) and the arrow diagramming
method (ADM). Today, most project managers use the precedence diagramming process to
draw their network diagram.

A radar chart

it shows multivariate data of three or more quantitative variables mapped onto an axis. It looks
like a spider’s web, with a central axis that has at least three spokes, called radii, coming from
it. On these spokes, the values for the data are mapped. It is designed to show similarities,
differences, and outliers for that product, service, or any other item of interest at a glance.

It is also known as a spider chart, web chart, star chart, cobweb chart, Kiviat diagram, polar
chart, or irregular polygon. The inventor of this family of charts was a German man named
Georg von Mayr, who published the first known radar chart in 1877.


https://www.tibco.com/reference-center/what-is-outlier-detection

As a simple example of a use for radar charts, imagine your favorite brownie. There are many
factors, or variations, that make up a brownie: chewiness, chocolatey-ness, the addition of
nuts, and other ingredients such as cranberries, as well as the crust, moistness, and density.

A radar chart for brownies would have a ‘spoke’ for each factor, and the mark on the length of
the spoke would indicate the measurement for that variable. For instance, your mom’s brownie
might rank highly on chewiness, but she doesn’t include nuts or other extra ingredients. Your
favorite bakery might rank differently, with the inclusion of walnuts and a cakier texture. Then,
a line is drawn from each ranking for each variable, so it looks like a spider web.

Plan, Do, Check, Act (PDCA)

PDCA is an improvement cycle based on the scientific method of proposing a change in a
process, implementing the change, measuring the results, and taking appropriate action. It also
is known as the Deming Cycle or Deming Wheel after W. Edwards Deming, who introduced the
concept in Japan in the 1950s. It is also known as PDSA, where the “S” stands for “study”.

The PDCA cycle has four stages:

Plan — determine goals for a process and needed changes to achieve them.
Do — implement the changes.

Check — evaluate the results in terms of performance

e e

Act — standardize and stabilize the change or begin the cycle again, depending on

the results

PDCA is the foundation of continuous improvement or kaizen. Leaders set targets (plan) against
a stable baseline of performance. Teams implement improvements (Do) to achieve the targets.
Then they measure (Check) the change to evaluate performance against the target. If the team
has achieved a measurable gain, it standardizes (Act) the new method by updating the
standardized work. This ensures the improvement is stable.



A milestones chart displays all activities (milestones) and their corresponding start and
completion dates. It is used to manage and monitor a project and can serve as a supporting
document when attached to a project status report.

Typical application

o Toplan and schedule project activities.
o Totrack and monitor the progress of a project.
o Toaid project status reporting.

Problem-solving phase

Select and define problem or opportunity
Identify and analyze causes or potential change
-Develop and plan possible solutions or change
-Implement and evaluate solution or change
Measure and report solution or change results
Recognize and reward team efforts

]Earned value management (EVM)’

@ is a technigue to measure a project’s performance and progress. It is a tool to help project
managers make informed decisions during a project’s lifecycle. There is more than one way
how project managers can calculate project progress. Quite often such measurement falls

under the subjective approach to set completion percentage for each project task without any
ground rules.

The bad part is that each individual will treat progress differently and will be driven sometimes
by contradicting incentives. This is why it is important to use a well-defined, tested, and
proven technique.



https://www.coursera.org/articles/project-management-lifecycle



https://www.masterclass.com/articles/net-worth-explained
https://www.masterclass.com/articles/net-worth-explained
https://www.masterclass.com/articles/net-worth-explained
https://www.masterclass.com/articles/net-worth-explained

TOTAL QUALITY MANAGEMENT

UNIT Il

Quantitative techniques of TQM

Total Quality Management (TQM) is a management philosophy and approach that aims to

improve the quality and performance of an organization's products or services through

continuous improvement processes and the involvement of all employees. Quantitative

techniques play a crucial role in TQM as they provide a data-driven and analytical approach to

decision-making and improvement efforts. Here are some quantitative techniques commonly
used in TQM:

1.

Statistical Process Control (SPC):

e Control Charts: Control charts, such as the X-bar and R charts, are used to
monitor and control the stability of a process over time. They help identify
variations and deviations from the desired quality standards.

Six Sigma:

e DMAIC (Define, Measure, Analyze, Improve, Control) Methodology: Six Sigma
is a data-driven approach that focuses on reducing defects and variations in
processes. DMAIC is a structured problem-solving methodology used to
improve processes and achieve Six Sigma levels of quality.

Root Cause Analysis (RCA):

e Fishbone Diagram (Ishikawa Diagram): This diagram is used to identify the root
causes of a problem by categorizing potential causes into different categories,
such as people, processes, equipment, materials, and environment.

Pareto Analysis:

e Pareto Chart: The Pareto principle (80/20 rule) is used to identify and prioritize
the most significant factors contributing to a problem. A Pareto chart helps
visualize these factors and their relative importance.

Regression Analysis:

e Regression analysis is used to identify relationships between variables. In
TQM, it can be used to understand how various factors impact product quality
or process performance.

Design of Experiments (DOE):

e DOE is a structured method for conducting experiments to understand the
impact of various factors on a process or product quality. It helps optimize
processes and identify critical parameters.

Quality Function Deployment (QFD):




e QFDis a method for translating customer requirements into specific product
or process characteristics. It helps prioritize design or improvement efforts
based on customer needs.

8. Benchmarking:

e Benchmarking involves comparing an organization's processes or performance
metrics to those of industry leaders or competitors. This quantitative
technique helps identify areas where improvements are needed.

9. Cost-Benefit Analysis (CBA):

e CBAinvolves quantifying the costs and benefits associated with quality
improvement initiatives. It helps organizations make informed decisions about
whether to invest in TQM projects.

10. Failure Mode and Effects Analysis (FMEA):

e FMEA is a systematic approach for identifying and prioritizing potential failure
modes in a process or product. It quantifies the impact, likelihood, and
detection of each failure mode to prioritize improvement efforts.

These quantitative techniques are essential tools in TQM for collecting, analyzing, and
interpreting data to drive continuous improvement efforts, reduce defects, enhance customer
satisfaction, and optimize processes. However, the specific techniques used can vary
depending on the organization's needs and goals.

FAILURE MODE EFFECT ANALYSIS

Failure Mode and Effects Analysis (FMEA) is a systematic and structured approach used to
identify, prioritize, and mitigate potential failures or defects in a product, process, or system. It
is commonly used in various industries, including manufacturing, healthcare, aerospace,
automotive, and many others, to improve the reliability and quality of products or services.
FMEA helps organizations proactively address risks and prevent issues before they occur.
Here's a detailed breakdown of FMEA:

1. Purpose:
e FMEA is used to:

e Identify potential failure modes: These are ways in which a product or
process can fail or deviate from its intended design or function.

e Assess the severity of each failure mode: Determine the impact or
consequences of a failure on safety, quality, customer satisfaction, or
other critical factors.

e Evaluate the likelihood of occurrence: Assess the probability or
frequency of each failure mode happening.




e Evaluate the ability to detect or prevent each failure mode: Determine
how likely it is to detect or prevent the failure before it reaches the
customer or has significant consequences.

e Calculate a Risk Priority Number (RPN) for each failure mode: The RPN
is a numerical value that helps prioritize which failure modes should
be addressed first based on their severity, occurrence, and detection
ratings.

2. Team Formation:

e FMEA is typically conducted by a cross-functional team, including experts from
various disciplines, such as engineering, quality assurance, production, and
design.

3. Stepsin FMEA:
a. Identify the Process, Product, or System to Be Analyzed:

e C(Clearly define the scope of the FMEA, including the specific process, product,
or system that will be analyzed.

b. Create a Detailed Flowchart:

e Develop a flowchart or process map to visualize the steps and interactions
within the process or the components of the product or system.

c. Identify Potential Failure Modes:

e Brainstorm and list all possible ways in which the process, product, or system
could fail or experience a defect.

d. Assign Severity Ratings:

e Evaluate the severity of each identified failure mode. Use a scale (e.g., 1 to 10)
to rate the potential impact or consequences, with higher numbers indicating
more severe consequences.

e. Assign Occurrence Ratings:

e Assess the likelihood or frequency of each failure mode occurring. Again, use a
scale (e.g., 1 to 10) to rate the occurrence, with higher numbers indicating
higher likelihood.

f. Assign Detection Ratings:

e Evaluate the ability to detect or prevent each failure mode before it reaches
the customer or has a significant impact. Use a scale (e.g., 1 to 10) to rate the
detection, with higher numbers indicating better detection capabilities.

g. Calculate Risk Priority Number (RPN):




e  Multiply the severity, occurrence, and detection ratings for each failure mode
to calculate its RPN: RPN = Severity x Occurrence x Detection.

h. Prioritize and Focus on High-Risk Items:

e Sort the failure modes by their RPN values in descending order. High RPN
values indicate the most critical failure modes that require immediate
attention.

i. Develop and Implement Action Plans:

e  For high-risk failure modes, the team should develop action plans to reduce
the RPN by addressing the root causes, improving detection methods, or
implementing preventive measures.

j- Review and Monitor Progress:

e Regularly review and update the FMEA as actions are implemented and new
information becomes available. Track progress in reducing the RPN values.

4. Benefits of FMEA:
e Proactive risk identification and mitigation
e Improved product or process quality
e Enhanced safety and reliability
e Cost reduction through defect prevention
e Increased customer satisfaction
e Compliance with industry standards and regulations

FMEA is a valuable tool for organizations to systematically address potential failures and
continuously improve their products, processes, and systems. It helps organizations prioritize
their efforts and allocate resources effectively to minimize risks and enhance overall quality.

Steps in FMEA:

FEMA, or the Federal Emergency Management Agency, is a U.S. government agency
responsible for coordinating disaster response and providing assistance during emergencies
and disasters. If you're looking for information on how FEMA operates during disaster
response, here are the general steps involved:

1. Preparedness:

e FEMA maintains a state of readiness by working with state and local
governments, tribal nations, and various partners to plan for potential
disasters and emergencies. This includes conducting training, exercises, and
drills.




Early Warning and Coordination:

e FEMA monitors potential hazards and receives early warning information from
various sources, such as the National Weather Service. When a disaster is
imminent or occurring, FEMA coordinates with state and local emergency
management agencies.

Presidential Disaster Declaration:

e Inthe case of a major disaster or emergency, state and local governments may
request a presidential disaster declaration from the President of the United
States. This declaration authorizes the release of federal resources and
assistance.

Activation of Emergency Operations Centers (EOCs):

o FEMA activates its own Emergency Operations Center in Washington, D.C., and
deploys personnel to regional offices and the affected area's Joint Field Office
(JFO).

Assessment and Response:

e FEMA works with state and local authorities to assess the extent of the
damage and the needs of affected communities. This includes providing
immediate assistance such as search and rescue, medical care, and shelter.

Federal Assistance and Resources:

e FEMA coordinates the deployment of federal resources and assets to support
state and local response efforts. This can include Urban Search and Rescue
(USAR) teams, disaster medical teams, and the National Guard.

Individual Assistance and Public Assistance Programs:

e FEMA provides assistance to individuals and households affected by the
disaster through Individual Assistance (lIA) programs. Public Assistance (PA)
programs provide financial support to state, tribal, and local governments to
help with the repair and replacement of public infrastructure.

Disaster Recovery Centers (DRCs):

e FEMA opens Disaster Recovery Centers in affected areas to provide
information and assistance to survivors, including help with applying for
federal disaster assistance programs.

Hazard Mitigation:

e FEMA promotes hazard mitigation strategies to reduce the impact of future
disasters. This includes funding and supporting projects that enhance
resilience and reduce vulnerability.




10. Long-Term Recovery and Rebuilding:

e FEMA continues to work with state and local governments and other partners
to support long-term recovery efforts. This can include providing grants,
technical assistance, and guidance for rebuilding infrastructure and
communities.

11. Closeout and Evaluation:

e Once recovery efforts are well underway, FEMA conducts closeout activities to
assess the effectiveness of its response and recovery efforts. This includes
evaluating the allocation of resources and documenting lessons learned.

It's important to note that the specific steps and actions taken by FEMA can vary depending on
the type and scale of the disaster or emergency. FEMA collaborates closely with other federal
agencies, state and local governments, non-profit organizations, and the private sector to
ensure a coordinated and effective response to disasters and emergencies.

Recalculate RPN
FMEA Process $ Take Action on High Priority RPNs

# Calculate RPN
® Rank Detection
OfList Process Controls
Rank Likelihood

® List Potential Causes

® Rank Severity

M' List Failure Modes and Effects
ecamhla tha Taam

TYPES OF FAILURE MODE EFFECT ANALYSIS IN DETAILS

Failure Mode and Effects Analysis (FMEA) is a systematic methodology used to identify,
evaluate, and prioritize potential failure modes in products, processes, or systems. Different
types of FMEA are applied in various contexts, and they share the same fundamental approach
but focus on specific areas or aspects. Here are some common types of FMEA in detail:

1. Design Failure Mode and Effects Analysis (DFMEA):

e Purpose: DFMEA is primarily used during the product design phase to identify
potential failure modes related to the product's design.

e Focus: It concentrates on design elements, such as materials, dimensions,
tolerances, and specifications, that could lead to failures or defects in the final
product.




Benefits: DFMEA helps prevent design-related issues from reaching the
manufacturing or production phase, reducing costly design changes and
improving product quality.

2. Process Failure Mode and Effects Analysis (PFMEA):

Purpose: PFMEA is applied during the manufacturing or process planning
phase to assess potential failure modes within the production process.

Focus: It examines the manufacturing or process steps, equipment, materials,
human factors, and other variables that could result in defects, variations, or
process failures.

Benefits: PFMEA helps optimize the manufacturing process, reduce defects,
enhance product quality, and improve production efficiency.

3. System Failure Mode and Effects Analysis (SFMEA):

Purpose: SFMEA evaluates potential failure modes in complex systems that
involve multiple components or subsystems working together.

Focus: It considers how interactions and dependencies among various system
elements could lead to system-level failures or performance issues.

Benefits: SFMEA ensures the reliability and functionality of complex systems
by addressing systemic issues that may not be apparent when analyzing
individual components.

4. Software Failure Mode and Effects Analysis (SW-FMEA):

Purpose: SW-FMEA is specifically designed to assess potential failure modes in
software applications, systems, or code.

Focus: It scrutinizes software functionality, logic, coding errors, interactions
with hardware, user interfaces, and other aspects that may lead to software
failures or malfunctions.

Benefits: SW-FMEA improves software quality, reliability, safety, and security,
reducing the risk of software-related issues in products or systems.

5. Functional Failure Mode and Effects Analysis (FFMEA):

Purpose: FFMEA analyzes potential failure modes associated with the
intended functions or performance criteria of a product or system.

Focus: It assesses how design flaws, process failures, or other factors could
prevent a product or system from meeting its functional requirements.

Benefits: FFMEA ensures that products or systems reliably meet their intended
functions and performance specifications.




6. Maintenance Failure Mode and Effects Analysis (MFMEA):

e Purpose: MFMEA is used to identify potential failure modes in maintenance
activities, such as equipment servicing, repairs, and preventive maintenance.

e Focus: It examines how maintenance practices, procedures, or intervals can
affect the reliability, availability, and performance of assets.

o Benefits: MFMEA helps organizations optimize maintenance strategies, reduce
downtime, and extend the operational life of equipment and assets.

7. Supplier Failure Mode and Effects Analysis (SFMEA):

e Purpose: SFMEA assesses potential failure modes in the products or
components supplied by external vendors or suppliers.

e Focus: It looks at the risks associated with relying on external sources for
critical parts, materials, or services.

e Benefits: SFMEA helps organizations manage supplier-related risks, ensure the
quality of supplied components, and maintain product consistency.

8. Use Failure Mode and Effects Analysis (UFMEA):

e Purpose: UFMEA evaluates potential failure modes that can occur during the
use, operation, or maintenance of a product by end-users or customers.

e Focus: It considers how user interactions, environmental conditions, misuse,
or other factors may lead to failures, safety hazards, or reduced product
satisfaction.

e Benefits: UFMEA enhances product safety, usability, and customer satisfaction
by addressing usage-related risks and vulnerabilities.

These different types of FMEA serve as essential tools for organizations in various industries to
proactively identify, assess, and mitigate potential failure modes, ultimately improving product

quality, safety, reliability, and performance while minimizing costs and risks. The selection of a
specific FMEA type depends on the application and objectives of the analysis.

LIMITATION OF FMEA AND APPLICATION OF FMEA

Failure Mode and Effects Analysis (FMEA) is a valuable tool for identifying and mitigating
potential failures and risks in various processes, products, or systems. However, it has its

limitations and specific applications. Here's an overview of the limitations and appropriate

applications of FMEA:

Limitations of FMEA:

1.

Subjectivity: FMEA relies on the expertise and judgment of the individuals involved in
the analysis. Different teams or experts may assess risks differently, leading to
subjective evaluations.




Incomplete Data: In some cases, historical data or real-world failure information may
be limited or unavailable, making it challenging to assess the likelihood or
consequences of certain failure modes accurately.

Assumption-Based: FMEA often involves making assumptions about the potential
failure modes and their effects, which may not always align with actual outcomes.

Limited to Known Risks: FMEA is more effective at identifying and addressing known
risks and failure modes. It may not be as effective in uncovering unknown or
unexpected risks.

Complexity: For complex systems or processes, conducting FMEA can be time-
consuming and resource-intensive, especially when there are many potential failure
modes to consider.

Focus on Consequences: FMEA tends to focus on the consequences of failure rather
than the root causes, which can limit its ability to prevent failures at their source.

Applications of FMEA:

1.

Product Design: FMEA is commonly applied during the design phase of a product to
identify potential design-related failures and their consequences. This helps improve
the design for reliability, safety, and performance.

Process Improvement: FMEA is used in manufacturing and process industries to assess
potential failure modes within the production process. It aids in optimizing processes,
reducing defects, and enhancing product quality.

Risk Management: FMEA is a key tool in risk management across various industries. It
helps organizations identify and prioritize risks, allowing them to allocate resources
effectively to mitigate high-priority risks.

Safety Analysis: FMEA is applied in safety-critical industries such as aerospace,
healthcare, and nuclear power to analyze potential hazards, enhance safety measures,
and minimize the risk of catastrophic failures.

Supplier Assessment: Organizations use FMEA to assess the potential risks associated
with components or materials supplied by external vendors. This ensures the quality
and reliability of supplied items.

Software Development: In software engineering, Software FMEA (SW-FMEA) is
applied to evaluate potential software-related failures, defects, or vulnerabilities. It
helps improve software quality, reliability, and security.

Maintenance Planning: FMEA is used to optimize maintenance strategies by
identifying potential failure modes in equipment and assets. It assists in scheduling
preventive maintenance and reducing downtime.




8. New Product Development: FMEA is employed when developing new products or
processes to proactively address potential risks and failures before they reach the
production or implementation phase.

9. Root Cause Analysis: FMEA can be part of a broader root cause analysis process,
helping to identify the underlying causes of failures and prioritize corrective actions.

10. Continuous Improvement: FMEA is a critical component of continuous improvement
initiatives such as Lean Six Sigma, enabling organizations to identify and address
process inefficiencies and defects.

In summary, FMEA is a versatile tool with various applications across industries for risk
assessment, prevention, and improvement.
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STATISTICAL PROCESS CONTROL

Statistical Process Control (SPC) is a methodology used in manufacturing and other processes
to monitor and control the quality of products or services by analyzing and reacting to process
variability. SPC relies on various measurement tools and techniques to ensure that processes
remain in control and that any deviations from desired quality standards are detected and
corrected promptly. Here are some essential components and measurement tools associated
with SPC:

1. Control Charts (Shewhart Charts):

e Purpose: Control charts are the primary tool in SPC. They help monitor the
stability of a process over time and identify deviations from expected
performance.

e Measurement Tool: Data collected from the process, such as measurements
or counts, are plotted on control charts. Common types include X-bar and R
charts for continuous data and p-charts and c-charts for discrete data.

e Key Metrics: Central tendency (mean or proportion), variability (range or
standard deviation), and control limits are essential metrics used in control
charts.

2. Process Capability Analysis:

e Purpose: Process capability analysis assesses a process's ability to produce
products or services that meet customer specifications.

e Measurement Tools: Histograms, process capability indices (e.g., Cp, Cpk, Pp,
Ppk), and probability plots are used to evaluate how well a process fits within
specification limits.

e Key Metrics: Process capability indices compare process variability and
performance against defined tolerance or specification limits.

3. Histograms:

e Purpose: Histograms provide a visual representation of the distribution of
process data, helping to assess data symmetry, skewness, and central
tendency.

e Measurement Tool: Data is grouped into bins or intervals, and the frequency
of data points falling into each bin is plotted as bars.

e Key Metrics: Histograms display the shape and spread of data, enabling a
quick overview of process performance.

4. Pareto Analysis:




e Purpose: Pareto analysis is used to prioritize and address the most significant
causes of defects or issues in a process.

e Measurement Tool: A Pareto chart is created by ranking potential causes by
their frequency or impact.

¢ Key Metrics: The Pareto principle (80/20 rule) is often applied, indicating that
a small number of factors typically account for the majority of problems.

5. Scatter Plots:

e Purpose: Scatter plots help identify relationships and correlations between
two variables.

¢ Measurement Tool: Data points are plotted on a graph with one variable on
the x-axis and the other on the y-axis.

o Key Metrics: Scatter plots show the degree and direction of the relationship
between the variables, which can help pinpoint potential root causes.

6. Process Flowcharts:

e Purpose: Process flowcharts visually represent the steps and stages of a
process, helping to identify potential sources of variation and inefficiency.

e Measurement Tool: Flowcharts use symbols and lines to map out the
sequence of activities in a process.

e Key Metrics: Flowcharts provide a clear understanding of the process steps,
inputs, and outputs.

7. Fishbone Diagram (Ishikawa Diagram):

e Purpose: Fishbone diagrams are used for root cause analysis by categorizing
potential causes of a problem into categories such as people, process,
equipment, materials, and environment.

e Measurement Tool: A diagram is created with a "fishbone" structure, and
potential causes are identified and linked to the problem.

e Key Metrics: Fishbone diagrams help visualize potential sources of variation
and guide problem-solving efforts.

8. Run Charts and Control Charts for Variables Data:

e Purpose: Run charts and control charts for variables data help monitor and
analyze process stability and identify trends or shifts.

¢ Measurement Tool: Data points are plotted over time, and control limits are
applied to determine if the process is in control.




e Key Metrics: Run charts show trends and shifts, while control charts provide a
formal assessment of process stability.

These measurement tools and techniques are integral to the practice of Statistical Process
Control, allowing organizations to monitor, analyze, and improve their processes
systematically, ultimately leading to enhanced quality, reduced defects, and increased
efficiency.

WHAT ARE THE STEPS INVOLVED IN CONSTRUCTION OF CHARTS?

Constructing control charts involves a series of steps to collect data, calculate key
statistics, and plot the data on the chart. Here are the general steps involved in
constructing control charts:

1. Determine the Type of Control Chart:

e Decide which type of control chart is appropriate for the data you are
collecting. The choice of control chart depends on the nature of the data
(e.g., continuous or discrete) and the characteristics of the process being
monitored.

2. Collect Data:

e Collect data from the process you want to monitor. The data should be
collected at regular intervals or in subgroups, depending on the specific
control chart being used.

3. Calculate Key Statistics:
e Calculate the necessary statistics for the control chart:
e For X-bar and R charts (continuous data):
e Calculate the sample means (X-bar) for each subgroup.
e Calculate the sample ranges (R) for each subgroup.
e For p-charts and c-charts (discrete data):

e Calculate the proportions or counts of nonconforming items
for each subgroup.

e Calculate the overall proportion or count of nonconforming
items.

4. Calculate Control Limits:

e Determine the appropriate control limits (UCL and LCL) based on the data
and the desired level of significance (e.g., 3-sigma limits for X-bar and R
charts).

e Calculate the control limits for each chart using appropriate formulas based
on the data and the chart type.

5. Plot Data Points:

e Create the control chart by plotting the data points on a graph with time (or
subgroup number) on the x-axis and the values (X-bar, R, p, or ¢) on the y-
axis.

e Label the data points according to the subgroups or time periods.




6. Plot Control Limits:

e Add the upper control limit (UCL) and lower control limit (LCL) lines to the
chart. These lines are typically drawn as horizontal lines across the chart.

e Ensure that the control limits are clearly labeled.
7. Analyze the Chart:

e Review the control chart to identify any patterns, trends, or points that fall
outside the control limits.

e Interpret the data to distinguish between common cause variation (inherent
to the process) and special cause variation (caused by specific factors).

8. Take Action:

e |If data points fall outside the control limits or if specific patterns or trends
are observed, investigate the root causes of these variations.

e Implement corrective actions if special cause variation is identified.
e Document any actions taken and any changes made to the process.
9. Continual Monitoring:

e Continue to collect data and update the control chart at regular intervals to
monitor the ongoing performance of the process.

e Use the control chart as a tool for continual process improvement.
10. Document and Communicate:

e Document the control chart data, including any annotations, notes, or
observations.

e Communicate the control chart results and findings to relevant stakeholders
and team members.

The construction of control charts is a systematic process that helps organizations monitor
the stability and performance of their processes, detect deviations, and take corrective
actions to maintain or improve quality and consistency. The specific steps may vary slightly
depending on the type of control chart and the data being analyzed.

BENEFITS AND USES OF CONTROL CHARTS

Control charts offer a range of benefits and uses in quality management, process control, and
continuous improvement efforts. These charts provide a structured and visual way to monitor
processes, identify variations, and make data-driven decisions. Here are some of the key
benefits and uses of control charts:

Benefits of Control Charts:

1. Early Detection of Process Deviations: Control charts help identify deviations or
abnormalities in a process as soon as they occur, allowing for prompt corrective
action. This early detection can prevent the production of defective products or
services.




Process Stability Assessment: Control charts provide a visual representation of
process stability over time. By analyzing the chart's patterns, organizations can
determine if their processes are stable and predictable.

Objective Decision-Making: Control charts use statistical analysis to define control
limits, reducing subjectivity in determining whether a process is in control. Decisions
can be based on data rather than intuition.

Quantification of Process Performance: Control charts allow organizations to quantify
process performance in terms of variability. The calculation of process capability
indices helps assess how well a process meets specifications.

Continuous Improvement: Control charts are a fundamental tool in continuous
improvement methodologies like Six Sigma. They help organizations identify areas for
improvement and track the impact of process changes.

Enhanced Quality: By monitoring and controlling processes using control charts,
organizations can consistently produce products or services that meet quality
standards, resulting in higher customer satisfaction.

Reduced Costs: Identifying and addressing special cause variations (unusual events or
factors) through control charts can reduce costs associated with scrap, rework, and
customer complaints.

Data-Driven Problem Solving: Control charts facilitate data-driven problem-solving by
providing a structured approach to identifying root causes of process variations and
defects.

Uses of Control Charts:

Manufacturing Quality Control: Control charts are commonly used in manufacturing
to monitor the quality of products as they are produced. This ensures that products
meet specifications and minimizes defects.

Service Quality Improvement: Control charts can be applied to service processes to
monitor and enhance service quality, reduce errors, and improve customer
experiences.

Healthcare and Medical Applications: In healthcare, control charts are used to
monitor patient outcomes, track medical errors, and improve clinical processes. They
help identify and address issues that can impact patient safety.

Financial Data Analysis: Control charts are used in finance and accounting to monitor
financial data, detect anomalies, and assess the stability of financial processes.

Supply Chain Management: Control charts are applied in supply chain management to
monitor the performance of suppliers, track delivery times, and ensure the consistency
of supplied materials.




6. Environmental Monitoring: Control charts are used in environmental monitoring to
track environmental variables, such as water quality, air pollution levels, and energy
consumption, to ensure compliance with regulations.

7. Software Development: In software engineering, control charts can be used to
monitor software defect rates, code review cycles, and other development processes
to improve software quality.

8. Project Management: Control charts can be used in project management to monitor
project progress, track deviations from project plans, and ensure that projects are on
schedule and within budget.

9. Education and Training: Control charts can be used in educational settings to monitor
student performance, assess the effectiveness of teaching methods, and identify areas
for improvement in educational processes.

Control charts are a versatile tool applicable to a wide range of industries and processes. Their
ability to provide real-time feedback and facilitate data-driven decision-making makes them a
valuable asset for organizations striving to achieve and maintain high levels of quality and
process efficiency.
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VARIOUS TYPES OF CONTROL CHARTS

There are several types of control charts, each designed for different types of data and specific
applications. The choice of control chart depends on the nature of the data (continuous or
discrete) and the objectives of the process monitoring. Here are some of the most commonly
used types of control charts:

1. X-bar and R (X-bar and Range) Charts:

e Data Type: Continuous data (measurements).




2.

Purpose: Used to monitor the central tendency (average) and dispersion
(variability) of a process.

Components: The X-bar chart tracks the average of subgroups of data, while
the R chart monitors the range (difference between the maximum and
minimum values) within each subgroup.

Applications: Ideal for monitoring processes with continuous data, such as
manufacturing processes, where the focus is on controlling both central
tendency and variability.

Individuals and Moving Range (I-MR) Charts:

Data Type: Continuous data (individual measurements).

Purpose: Used to monitor individual data points and assess the stability of a
process.

Components: The Individuals (I) chart tracks individual data points, while the
Moving Range (MR) chart monitors the range of consecutive data points.

Applications: Suitable for processes where individual data points are readily
available and the focus is on detecting changes or shifts in the process.

3. p-Chart (Proportion Chart):

4.

5.

Data Type: Discrete data (count data or proportions).

Purpose: Used to monitor the proportion of nonconforming items or defects in
asample.

Components: The p-chart tracks the proportion of nonconforming items in
each subgroup.

Applications: Commonly used in quality control to monitor the percentage of
defective items in a batch, such as in manufacturing or service processes.

np-Chart (Number of Defectives Chart):

Data Type: Discrete data (count data).

Purpose: Similar to the p-chart, the np-chart monitors the number of
nonconforming items in a sample.

Components: It tracks the actual count of nonconforming items in each
subgroup.

Applications: Appropriate when the sample size remains constant and the
focus is on the number of defects rather than proportions.

c-Chart (Count of Defects Chart):




e Data Type: Discrete data (count data).
e Purpose: Used to monitor the number of defects in a fixed-size sample.

e Components: The c-chart tracks the count of defects in each subgroup,
regardless of the sample size.

e Applications: Suitable for situations where the sample size is consistent, and
the interest is in counting the number of defects in each sample.

6. u-Chart (Defects per Unit Chart):
e Data Type: Continuous or discrete data (count data or rates).
e Purpose: Used to monitor the average number of defects per unit or item.

e Components: The u-chart tracks the average number of defects per unit in
each subgroup.

e Applications: Appropriate when the sample size varies and the focus is on the
rate of defects per unit, such as in service industries or complex manufacturing
processes.

7. EWMA (Exponentially Weighted Moving Average) Chart:
e Data Type: Continuous data (measurements).

e Purpose: Provides a more responsive way to monitor processes by giving
greater weight to recent data points.

e Components: The EWMA chart calculates a weighted average of the process
data, giving more weight to recent observations.

e Applications: Useful when rapid detection of small shifts or changes in process
performance is critical.

8. CUSUM (Cumulative Sum) Chart:
e Data Type: Continuous data (measurements).
e Purpose: Detects small, cumulative shifts in process performance over time.

e Components: The CUSUM chart calculates cumulative sums of deviations from
a target value or reference point.

e Applications: Valuable for monitoring and quickly identifying gradual changes
or trends in a process.

These are some of the primary types of control charts used in quality control and statistical
process control.




DESCRIBE QUALITY FUNCTION DEPLOYMENT ,PROCESS OF QUALITY FUNCTION WITH THE
EXAMPLES

Quality Function Deployment (QFD) is a structured approach used in product and service
design to translate customer requirements (CRs) into specific engineering characteristics and
process requirements. It ensures that customer needs are systematically incorporated into the
design and development process. The primary goal of QFD is to improve the quality,
performance, and customer satisfaction of a product or service by aligning it with customer

expectations.

The process of Quality Function Deployment typically involves several stages:

1.

2.

3.

Identifying Customer Requirements (CRs):

o The first step in QFD is to identify and gather customer requirements. These
are the features, attributes, or characteristics that customers desire in a
product or service. CRs can be obtained through surveys, interviews, market
research, and feedback.

Organizing and Prioritizing CRs:

e Once CRs are collected, they are organized and prioritized based on their
importance to customers. This helps establish which requirements are critical
and should receive the most attention.

Developing the House of Quality (HOQ):

e The House of Quality is a matrix that serves as the central tool in QFD. It
connects customer requirements (Whats) with technical requirements (Hows).
The HOQ typically includes the following components:

e CRs (Whats): These are listed on the left side of the matrix.

e Technical requirements (Hows): These are listed across the top of the
matrix.

e A correlation matrix: This matrix indicates the strength and nature of
the relationship between CRs and technical requirements.

e Target values and priorities: This section specifies target values for
technical requirements and their relative importance.

Determining the Relationship (Correlation) Between CRs and Technical
Requirements:

e Teams assess the relationship between each customer requirement and each
technical requirement using a scale (e.g., strong, medium, weak, or no
correlation). This assessment is based on engineering knowledge, market
research, and customer feedback.

5. Calculating Importance Ratings:




e Teams assign importance ratings to customer requirements, indicating their
relative importance to customers. These ratings help prioritize which technical
requirements to focus on.

6. Translating CRs into Technical Requirements:

e Based on the correlation matrix and importance ratings, technical
requirements are assigned target values and specifications. These
specifications guide the design and development process.

7. Generating Action Plans and Implementation:

o Teams create action plans and strategies to meet the technical requirements
and specifications. This includes making design changes, process
improvements, or other necessary steps to align the product or service with
customer needs.

8. Verification and Validation:

e The design and implementation plans are reviewed and verified to ensure they
align with the customer requirements. Validation ensures that the final
product or service meets the specified criteria.

Here's a simplified example of QFD in action:

Suppose a car manufacturer wants to design a new model of a family sedan. They gather
customer requirements, including factors like safety, fuel efficiency, interior space, and
entertainment features. These CRs are organized and prioritized. The HOQ is created, linking
CRs (e.g., safety) with technical requirements (e.g., airbag systems, crash test ratings).

The engineers assess the relationship between each CR and technical requirement, assign
importance ratings, and establish target values for technical specifications (e.g., airbag
deployment time). Action plans are developed to ensure that the product design meets these
specifications. Finally, the design is validated to ensure that it aligns with customer
requirements, resulting in a safer, more fuel-efficient, and customer-centric sedan.

QFD is a systematic approach that helps organizations enhance product or service quality, align
with customer expectations, and drive customer satisfaction while enabling cross-functional
collaboration and communication.

PRINCIPLES OF QFD AND APPLICATIONS OF QFD

Quality Function Deployment (QFD) is a structured approach that relies on a set of principles to
guide the process of translating customer requirements into specific product or service
characteristics. These principles help ensure that the QFD process is effective and leads to the
development of products and services that meet or exceed customer expectations. Here are
the key principles of QFD:

1. Customer Focus:




e The primary principle of QFD is to start with a strong customer focus. This
involves understanding the needs, preferences, and expectations of
customers. Customer feedback and input are central to the QFD process.

2. Cross-Functional Team Collaboration:

e QFD emphasizes the involvement of cross-functional teams from various
departments, including marketing, engineering, design, production, and
quality assurance. These teams work together to ensure that all aspects of the
product or service are considered.

3. Data-Driven Decision-Making:

e QFDrelies on data and information gathered from customer surveys, market
research, and other sources to drive decision-making. Quantitative data helps
prioritize customer requirements and technical specifications.

4. Systematic Structuring:

e The QFD process involves the systematic structuring of customer requirements
and technical requirements into matrices, often referred to as "Houses of
Quality" (HOQs). This structuring helps ensure that all requirements are
considered and linked to specific design or process elements.

5. Alignment and Prioritization:

e QFD aims to align customer requirements with technical requirements and
prioritize them based on their importance to customers. This alignment
ensures that resources are allocated to meet critical requirements first.

6. Continuous Improvement:

e QFDis not a one-time activity but an ongoing process. It supports a culture of
continuous improvement, where organizations continually refine their
products, services, and processes based on changing customer needs and
feedback.

7. Verification and Validation:

e The QFD process includes steps for verification and validation to ensure that
the product or service design aligns with customer requirements. This involves
testing, measurement, and validation against established criteria.

Applications of QFD:
1. Product Design and Development:

e QFDis commonly used in product design and development processes to
ensure that new products align with customer expectations. It helps create
products that are more competitive and better suited to the market.




2. Service Design and Improvement:

e QFD can be applied to service industries to design and improve service
offerings based on customer feedback. It helps streamline service processes
and enhance customer satisfaction.

3. Manufacturing Process Improvement:

e QFD can be used to improve manufacturing processes by aligning production
methods with customer requirements. It helps reduce defects, improve
quality, and optimize production efficiency.

4. Software Development:

e Insoftware engineering, QFD is used to prioritize and align software features
with user needs, resulting in more user-friendly and effective software
products.

5. Healthcare and Medical Device Design:

e QFDis applied in healthcare to design medical devices, improve patient care
processes, and ensure that healthcare services meet the needs of patients and
medical professionals.

6. Construction and Architecture:

e Inthe construction industry, QFD can be used to align building and
architectural designs with client requirements, resulting in buildings that are
more functional and aesthetically pleasing.

7. Environmental Management:

e QFD principles can be applied to environmental management to ensure that
environmental objectives align with stakeholder expectations and regulatory
requirements.

QFD is a versatile tool that can be adapted to various industries and applications. It helps
organizations not only meet customer expectations but also drive innovation, improve quality,
and enhance overall competitiveness.

DESIGN OF EXPERIMENT WITH ITS STEPS

Design of Experiments (DOE) is a systematic and structured approach used in scientific
research, engineering, and quality management to optimize processes, improve product
quality, and gain insights into the factors that influence outcomes. DOE involves planning and
conducting experiments in a way that allows researchers to efficiently gather and analyze data
to make informed decisions. Here are the key steps involved in the design of experiments:

1. Define Objectives and Goals:




o Clearly define the objectives of the experiment. Determine what you want to
achieve, whether it's optimizing a process, identifying factors affecting a
response, or evaluating the performance of a product or system.

2. Select Response Variables:

e |dentify the response variables or outcomes that you want to measure or
analyze. These are the characteristics or factors that you aim to optimize or
understand.

3. Identify Factors and Levels:

e Identify the factors (independent variables) that may influence the response
variables. Factors can be both controllable (e.g., process settings) and
uncontrollable (e.g., environmental conditions).

o Define the different levels or settings for each factor that will be tested in the
experiment. Levels represent the range or values at which factors will be
varied.

4. Choose an Experimental Design:

e Select an appropriate experimental design that suits your objectives and the
number of factors and levels. Common designs include Full Factorial,
Fractional Factorial, Response Surface, and Taguchi designs.

e Full Factorial: Tests all possible combinations of factor levels.

e Fractional Factorial: Tests a subset of factor combinations to reduce the
number of experimental runs.

e Response Surface: Focuses on modeling and optimizing complex processes
with multiple factors.

e Taguchi: Used for robust design and optimization, particularly in
manufacturing.

5. Randomization and Replication:

e Randomly assign experimental runs to avoid bias and ensure that the results
are not influenced by any systematic order.

e Replicate experiments to account for variability and assess the consistency of
results. Replication helps improve the precision of estimates.

6. Conduct Experiments:

e Conduct the experiments according to the designed plan, ensuring that factors
are set at their specified levels, and response variables are measured
accurately.




e Record data systematically and consistently for each experimental run.
7. Data Analysis:

e Analyze the experimental data to determine the effects of factors on the
response variables. Common statistical techniques include Analysis of Variance
(ANOVA), regression analysis, and graphical methods.

o Identify significant factors, interactions, and trends that influence the response
variables.

8. Optimization:

o If the goal is to optimize a process or system, use the analysis results to
identify the optimal factor settings that lead to the desired outcome.

e Conduct further experiments if needed to refine the optimization process.
9. Validation:

e Validate the results of the experiment to ensure that the findings are reliable
and applicable in practice. This may involve conducting additional experiments
or implementing changes in a real-world setting.

10. Documentation and Reporting:

e Document all aspects of the experiment, including the experimental design,
data collection, analysis, and results.

e Prepare a comprehensive report that summarizes the experiment's objectives,
methods, findings, and recommendations.

11. Implementation:

¢ Implement the findings and recommendations from the experiment in the
relevant process, product, or system to achieve the desired improvements.

12. Continuous Improvement:

e Maintain a culture of continuous improvement by using the knowledge gained
from the experiment to drive ongoing enhancements in processes, products,
or systems.

Design of Experiments is a powerful tool for optimizing processes, reducing variability, and
making data-driven decisions. It allows researchers and engineers to systematically explore the
factors affecting outcomes and make informed choices to achieve desired results.

Design of Experiments (DOE) is a systematic approach to planning, conducting, and analyzing
experiments. It has a wide range of applications across various fields and offers several
benefits, but it also comes with potential pitfalls. Here's an overview of the benefits, pitfalls,
and applications of DOE:




Benefits of Design of Experiments:

1.

Efficient Resource Utilization: DOE helps in conducting experiments with fewer runs,
which saves time, materials, and resources compared to traditional one-factor-at-a-
time experiments.

Identifying Important Factors: DOE enables the identification of critical factors and
their interactions, allowing researchers to focus on the most influential variables
affecting outcomes.

Optimization: DOE facilitates process optimization by determining the optimal
combination of factors to achieve desired results or minimize variability.

Reduced Variability: It helps in reducing variability in processes or products, leading to
improved quality and consistency.

Statistical Rigor: DOE uses statistical methods like Analysis of Variance (ANOVA) and
regression analysis to provide robust and objective insights into the experimental data.

Informed Decision-Making: It allows for data-driven decision-making based on a
thorough understanding of how factors impact outcomes.

Cost Savings: By optimizing processes and reducing defects, DOE can result in cost
savings through increased efficiency and reduced waste.

Pitfalls and Challenges of Design of Experiments:

1.

Complexity: Designing and analyzing experiments can be complex, especially for
experiments involving multiple factors and interactions.

Resource Intensive: DOE may require specialized software, equipment, and expertise,
which can be resource-intensive for some organizations.

Assumption of Linearity: Some DOE methods assume linear relationships between
factors and responses, which may not always hold true in real-world scenarios.

Incomplete Understanding: Misinterpretation of results or overlooking important
factors can lead to incomplete or misleading conclusions.

Infeasible Experiments: In some cases, certain combinations of factor levels may be
physically or practically impossible to implement.

Applications of Design of Experiments:

1.

Manufacturing and Process Optimization: DOE is widely used in manufacturing to
optimize processes, reduce defects, and improve product quality.

Product Development: It plays a crucial role in designing and testing new products,
ensuring that they meet performance and quality specifications.




3. Pharmaceutical Research: DOE is used in pharmaceutical development to optimize
drug formulations, manufacturing processes, and clinical trials.

4. Agriculture: In agriculture, DOE helps optimize crop yields, determine optimal fertilizer
levels, and evaluate the effects of different growth conditions.

5. Healthcare and Clinical Trials: DOE is employed in healthcare to design and analyze
clinical trials, study treatment protocols, and optimize healthcare processes.

6. Environmental Studies: DOE can be used to assess the impact of environmental
factors on ecosystems, pollution levels, and natural resource management.

7. Chemical Engineering: It's used to optimize chemical processes, such as reaction
conditions, temperature, and pressure, for improved yield and efficiency.

8. Software Development: In software engineering, DOE can be used to optimize
software performance, identify and resolve software defects, and enhance user
experience.

9. Marketing and A/B Testing: DOE is applied in marketing to optimize advertising
campaigns, test website layouts, and analyze customer preferences.

10. Product Reliability Testing: It's used to assess product reliability, durability, and
performance under various conditions.

In summary, Design of Experiments is a valuable tool for optimizing processes, improving
product quality, and making data-driven decisions across a wide range of industries and
applications. While it offers numerous benefits, it's essential to carefully plan and execute
experiments and be aware of potential pitfalls to ensure valid and reliable results.

MONTTE CAROLO TECHNIQUES WITH ITS STEP AND APPLICATION AND ADVANTAGES
AND DISADVANTAGES

Monte Carlo simulation is a probabilistic modeling technique used for analyzing and solving
complex problems by generating random samples and performing repeated simulations. It
derives its name from the Monte Carlo Casino in Monaco, known for its games of chance. This
method is particularly useful when dealing with uncertainty, risk, and variability in various
fields. Here's an overview of Monte Carlo techniques, including steps, applications,
advantages, and disadvantages:

Steps in Monte Carlo Simulation:
1. Problem Formulation:
e Clearly define the problem and identify the variables and parameters involved.

e Specify the probability distributions or ranges of values for uncertain factors.




2. Random Sampling:

e Generate random samples or scenarios for each uncertain variable based on
its probability distribution.

e The number of samples generated depends on the desired level of accuracy
and the complexity of the problem.

3. Modeling and Simulation:

e Create a mathematical or computational model that represents the system or
process under study.

o Use the random samples from step 2 as inputs to the model and perform
simulations to calculate outcomes of interest.

4. Aggregation of Results:

e Collect and aggregate the results from multiple simulations to obtain statistics
such as means, variances, percentiles, or probability distributions of the
outcomes.

5. Analysis and Interpretation:

e Analyze the simulation results to draw conclusions, make predictions, or
evaluate the system's performance.

e Assess the level of risk, uncertainty, or variability in the outcomes.
6. Sensitivity Analysis:

e Conduct sensitivity analysis to determine which input variables have the most
significant impact on the results and which are less influential.

7. Visualization:

e Visualize the results using graphs, histograms, or other graphical
representations to aid in decision-making and communication.

Applications of Monte Carlo Simulation:

1. Finance and Investment: Used for portfolio optimization, risk assessment, and pricing
of financial derivatives.

2. Engineering and Manufacturing: Applied in reliability analysis, quality control, and
optimization of manufacturing processes.

3. Project Management: Used to analyze project schedules, estimate completion times,
and assess the likelihood of meeting deadlines.

4. Healthcare: Applied to model disease spread, assess treatment outcomes, and
optimize healthcare resource allocation.




Environmental Modeling: Used for climate modeling, pollution dispersion modeling,
and natural disaster risk assessment.

Energy Sector: Applied to evaluate energy supply reliability, forecast demand, and
optimize energy generation and distribution.

Supply Chain Management: Used to optimize inventory levels, assess supply chain
risk, and improve logistics.

Marketing and Sales: Applied for market forecasting, customer behavior analysis, and
pricing strategy optimization.

Advantages of Monte Carlo Simulation:

1.

Handling Complex Problems: Monte Carlo simulation can tackle complex problems
with multiple variables and uncertainties that may be difficult to analyze analytically.

Quantifying Uncertainty: It provides a way to quantify and understand uncertainty
and risk associated with different outcomes.

Flexibility: It is adaptable to various domains and applications, making it a versatile
tool.

Visual Representation: Simulation results can be visually presented, making them
easier to interpret and communicate to stakeholders.

Sensitivity Analysis: It allows for sensitivity analysis to identify critical factors
impacting the results.

Disadvantages of Monte Carlo Simulation:

1.

Computational Intensity: Monte Carlo simulations can be computationally intensive
and time-consuming, especially for complex models and a large number of
simulations.

Assumption of Independence: It assumes that variables are independent and follow
specified probability distributions, which may not always hold true.

Modeling Complexity: Developing accurate models that capture real-world processes
can be challenging and may introduce errors.

Resource Requirements: Running large-scale Monte Carlo simulations may require
substantial computational resources.

Interpretation Challenges: Interpreting and communicating results can be complex,
especially for non-technical stakeholders.

In summary, Monte Carlo simulation is a powerful technique for addressing uncertainty and

risk in a wide range of applications. It offers valuable insights and decision support but comes

with computational challenges and the need for careful model development and

interpretation.




QUALITATIVE TECHNIQUES BENCHMARKING ,THE BALANCE SCORE CARD ,SALES
AND OPERATTION PLANNING ,KANBAN AND ACTIVITY BASED COSTING

Qualitative techniques are used in various aspects of business and management to gather

information, assess performance, and make informed decisions. Here are explanations of

some qualitative techniques: benchmarking, the balanced scorecard, sales and operations

planning, Kanban, and activity-based costing:

1. Benchmarking:

Description: Benchmarking is a process of comparing an organization's
performance, processes, or practices against those of industry leaders or best-
in-class companies to identify areas for improvement.

Application: Benchmarking can be applied to various aspects of business, such
as product quality, customer service, production efficiency, and financial
performance. It helps organizations set performance goals and improve their
processes by learning from industry leaders.

Advantages: Benchmarking promotes continuous improvement, encourages
learning from successful competitors, and helps identify gaps in performance.

Disadvantages: The availability of benchmarking data may be limited, and
organizations must ensure that the comparisons are relevant to their specific
industry and circumstances.

2. Balanced Scorecard:

Description: The balanced scorecard is a strategic management framework
that measures an organization's performance from multiple perspectives,
including financial, customer, internal processes, and learning and growth.

Application: Organizations use the balanced scorecard to align their strategies
with their objectives, measure performance comprehensively, and track
progress toward strategic goals. It provides a balanced view of an
organization's performance beyond just financial metrics.

Advantages: The balanced scorecard helps translate strategy into actionable
measures, enhances communication of strategic objectives, and encourages a
more holistic view of performance.

Disadvantages: Developing and implementing a balanced scorecard system
can be complex and time-consuming, and there may be challenges in selecting
appropriate metrics for each perspective.

3. Sales and Operations Planning (S&OP):

Description: Sales and operations planning is a collaborative process that
aligns an organization's sales and production activities to ensure that demand
and supply are balanced effectively.




o Application: S&OP is commonly used in manufacturing and supply chain
management to optimize production schedules, inventory levels, and resource
allocation based on sales forecasts and customer demand.

e Advantages: S&OP improves demand forecasting accuracy, enhances
communication between sales and production teams, reduces excess
inventory, and ensures better customer service.

e Disadvantages: S&OP may require changes in organizational culture and
processes, and it can be challenging to synchronize supply and demand
accurately.

4. Kanban:

e Description: Kanban is a visual scheduling system used in manufacturing and
project management to control and manage work processes. It involves using
cards or other visual signals to signal when to start, continue, or stop a task.

e Application: Kanban is widely used in lean manufacturing to regulate the flow
of materials and tasks in production. It is also applied in project management
to manage work in progress (WIP) and reduce bottlenecks.

e Advantages: Kanban simplifies task prioritization, minimizes work overload,
and improves efficiency by ensuring that resources are allocated to the most
critical tasks.

¢ Disadvantages: Effective implementation of Kanban requires discipline and
may face resistance from individuals or teams not accustomed to this
approach.

5. Activity-Based Costing (ABC):

e Description: Activity-Based Costing is a cost allocation method that assigns
indirect costs to products, services, or activities based on the actual
consumption or demand for resources.

e Application: ABC is used to more accurately determine the cost of products or
services by tracing costs to specific activities and then allocating those costs to
cost objects. It is often applied in industries with complex cost structures.

e Advantages: ABC provides a more accurate understanding of cost drivers,
helps identify cost-saving opportunities, and supports better pricing decisions.

e Disadvantages: Implementing ABC can be resource-intensive, complex, and
may not be suitable for all organizations. It may also require significant
changes in cost accounting practices.

These qualitative techniques offer valuable tools for decision-making, strategy development,
and process improvement in various business and organizational contexts. The choice of
technique depends on the specific needs and challenges faced by an organization.




UNIT IV SIX SIGMA AND ITS IMPLENTATION

INRODUCTION Six Sigma is a data-driven, systematic approach to process improvement that
aims to reduce defects and variations in processes to improve quality and efficiency. It was
originally developed by Motorola in the 1980s and popularized by companies like General

Electric.
The key features of Six Sigma:

1. Data-Driven: Six Sigma relies heavily on data and statistical analysis to understand and
improve processes. Data is collected and analyzed to identify the root causes of

defects or variations.




DMAIC Methodology: Six Sigma follows a structured problem-solving methodology
called DMAIC, which stands for Define, Measure, Analyze, Improve, and Control. Each
phase of DMAIC has specific objectives and tools to guide the improvement process.

Focus on Customer Satisfaction: Six Sigma places a strong emphasis on meeting and
exceeding customer expectations. The ultimate goal is to deliver products or services
that consistently meet or exceed customer requirements.

Defect Reduction: The primary objective of Six Sigma is to reduce defects or errors in
processes. This reduction is typically measured in terms of "sigma" levels, with higher
sigma levels indicating fewer defects.

Cross-Functional Teams: Six Sigma projects often involve cross-functional teams that
include members from different departments within an organization. This encourages
collaboration and a holistic approach to process improvement.

Leadership Involvement: Successful implementation of Six Sigma requires strong
leadership support and involvement. Senior leaders play a crucial role in setting the
direction and priorities for Six Sigma initiatives.

Reasons for implementing Six Sigma include:

1.

Improved Quality: Six Sigma helps organizations consistently deliver high-quality
products or services, leading to increased customer satisfaction and loyalty.

Cost Reduction: By reducing defects and variations in processes, organizations can
lower production costs, reduce waste, and optimize resource utilization.

Increased Efficiency: Six Sigma identifies inefficiencies and bottlenecks in processes,
allowing for streamlined operations and improved productivity.

Competitive Advantage: Organizations that implement Six Sigma often gain a
competitive edge in the marketplace by offering superior products or services.

Data-Driven Decision-Making: Six Sigma encourages evidence-based decision-making,
reducing the reliance on gut feelings or intuition and increasing the accuracy of
choices.

Enhanced Customer Experience: Six Sigma helps organizations better understand
customer needs and preferences, leading to the development of products and services
that align with customer expectations.

Organizational Learning: Six Sigma fosters a culture of continuous improvement and
learning within an organization, which can lead to ongoing benefits in terms of
innovation and adaptability.

Financial Benefits: Successful Six Sigma projects can lead to significant cost savings and
increased revenue, ultimately contributing to the financial health of the organization.




Six Sigma is a disciplined, data-driven approach and methodology for eliminating defects in any

process — from manufacturing to transactional, and from product to service. It was developed
by Motorola in the 1980s and popularized by General Electric in the 1990s. The core objective
of Six Sigma is to improve the quality of process outputs by identifying and removing the

causes of defects (errors) and minimizing variability in manufacturing and business processes.

Objectives of Six Sigma:

1.

Improve Quality: By reducing defects and variability in processes, Six Sigma aims to
improve the quality of the output, whether it's a product or a service.

Increase Efficiency: Streamlining processes and eliminating waste leads to more
efficient operations.

Customer Satisfaction: By producing higher quality products and services, Six Sigma
helps increase customer satisfaction and loyalty.

Cost Reduction: By improving process efficiency and quality, Six Sigma helps in
reducing costs associated with rework, scrap, and poor quality.

Employee Engagement: Involving employees in Six Sigma projects can lead to better
team engagement and morale.

Implementation of Six Sigma Methodology:

1.

Define: The first step involves defining the problem or the goal of the project clearly. It
includes identifying the customer needs and the project objectives.

Measure: In this phase, current processes are measured to collect relevant data. This
helps in understanding the current level of performance.

Analyze: Analyzing the data to identify root causes of defects and issues in the
process.

Improve: Based on the analysis, solutions are developed and implemented to
eliminate the root causes and improve the process.

Control: The final phase is to control the new process to ensure that improvements
are sustained over time. This involves implementing control systems, monitoring the
process, and continuously making adjustments as necessary.

Key Elements:

DMAIC: This acronym stands for Define, Measure, Analyze, Improve, and Control,
representing the five phases of the methodology.

Data-Driven Approach: Six Sigma heavily relies on statistical data to identify and
eliminate variations in processes.

Training and Certification: Professionals are trained in Six Sigma methodologies and
can achieve various levels of certification, like Yellow Belt, Green Belt, and Black Belt.




e Continuous Improvement: A core principle of Six Sigma is the ongoing effort to
improve products, services, or processes.

six sigma be helpful in achieving quality an objective of the firm

Six Sigma can be profoundly helpful in achieving the quality objectives of a firm by providing a
structured, data-driven methodology for quality improvement and process optimization.
Here's how it contributes to quality enhancement:

1. Defect Reduction: At its core, Six Sigma focuses on reducing defects and errors. By
identifying and eliminating the root causes of defects, the overall quality of products
or services is significantly enhanced.

2. Process Improvement: Six Sigma methodologies improve processes by making them
more efficient and effective. This leads to higher quality outputs as inconsistencies and
inefficiencies are systematically removed.

3. Customer Satisfaction: By improving the quality of products and services, Six Sigma
directly impacts customer satisfaction. Satisfied customers are more likely to remain
loyal, provide positive feedback, and recommend the company to others.

4. Data-Driven Decision Making: Six Sigma relies heavily on statistical analysis and
empirical data. This approach ensures that decisions are made based on hard evidence
rather than assumptions, leading to more effective quality improvements.

5. Standardization: Six Sigma helps in standardizing processes across the organization.
Standardization reduces variability, which is key to maintaining high-quality standards.

6. Employee Involvement and Training: Six Sigma involves training employees at various
levels (like Yellow Belts, Green Belts, and Black Belts) to understand and use quality
improvement tools. This widespread involvement fosters a culture of continuous
quality improvement.

7. Cost Reduction: By reducing defects and improving processes, Six Sigma helps in
cutting costs related to rework, scrap, and warranties. These savings can then be
reinvested into further quality improvement initiatives.

8. Benchmarking and Continuous Improvement: Six Sigma encourages benchmarking
against industry standards and fosters a mindset of continuous improvement. This
helps firms not only reach but maintain high-quality standards.

9. Risk Management: The methodologies in Six Sigma help in identifying potential risks
and implementing control measures, which leads to more predictable and consistent
quality outputs.

10. Competitive Advantage: High quality is often a key differentiator in the market. By
achieving superior quality standards through Six Sigma, firms can gain a competitive
edge in their industry.

Frame work of six sigma Approaches




A simplified representation of the key phases, commonly known as DMAIC (Define, Measure,
Analyze, Improve, Control), along with typical activities within each phase:

1. Define
e |dentify the problem or improvement opportunity.
e Define project goals and customer (internal and external) requirements.
e Map the process to understand the current state.
2. Measure
e Collect data on current process performance.
e Validate the measurement system.
e Establish baseline metrics.
3. Analyze
e Analyze the data to identify root causes of defects or issues.
e Perform process analysis to identify inefficiencies.
e Utilize tools like root cause analysis, fishbone diagrams, etc.
4. Improve
e Develop solutions to address root causes.
e Implement process improvements.
e Conduct pilot runs to test the solutions.
5. Control
e Implement control systems to sustain improvements.
e Monitor process performance over time.
e Document the new process and train relevant personnel.
6. Review and Iterate
e Review the project outcomes against the defined objectives.
e Standardize the improvements and share learnings across the organization.

e Identify opportunities for further improvements and begin the next DMAIC
cycle if necessary.

SIX SIGMA ORGANIZATION , ROLES AND RESPONSIBILITES




In a Six Sigma organization, the setup involves a hierarchy of roles, each with specific

responsibilities and skill sets. This structured approach ensures effective

implementation and management of Six Sigma methodologies across various levels of

the organization

1.

Executive Leadership
e Role: Top-level executives, including CEOs and other senior leaders.

e Responsibilities: Provide overall direction for Six Sigma initiatives. Allocate
resources, set priorities, and ensure alignment with business strategy. Act as
champions for the Six Sigma program.

Champions
e Role: Senior managers or leaders who sponsor specific Six Sigma projects.

e Responsibilities: Select and define projects in line with business objectives.
Ensure project teams have the necessary resources. Oversee project progress
and facilitate cross-functional cooperation.

Master Black Belts
e Role: Highly skilled Six Sigma experts, often full-time roles.

e Responsibilities: Provide training and mentorship to Black Belts and Green
Belts. Lead complex projects and oversee the technical aspects of Six Sigma
implementation. Act as internal consultants.

Black Belts
e Role: Full-time Six Sigma professionals.

e Responsibilities: Lead Six Sigma projects. Apply statistical tools and techniques
to improve processes. Coach team members, manage project tasks, and
communicate with stakeholders.

Green Belts

e Role: Employees who take on Six Sigma projects part-time alongside their
regular job roles.

e Responsibilities: Lead smaller-scale projects or assist Black Belts in larger
projects. Apply Six Sigma tools and methods to solve quality problems.

Yellow Belts
e Role: Employees who have basic training in Six Sigma.

e Responsibilities: Participate in project teams, assist with data collection and
analysis. Understand and apply basic Six Sigma principles in their work areas.




7. Process Owners
e Role: Managers or staff who are responsible for the process being improved.

e Responsibilities: Implement and sustain improvements post-project
completion. Monitor process performance and ensure ongoing control.

8. Project Team Members

e Role: Individuals from various functional areas who work on Six Sigma
projects.

e Responsibilities: Contribute to project tasks based on their expertise. Assist in
data collection, analysis, and implementation of solutions.

9. Quality Department/Support Functions
e Role: Quality professionals and support staff.

e Responsibilities: Provide technical support, data analysis, and quality
assurance expertise. Assist in training and documentation.

Six sigma problems solving approach
General Electric (GE)

1. Implementation: GE, under the leadership of Jack Welch in the 1990s, became one of
the most famous adopters of Six Sigma. Welch made Six Sigma a central focus of GE's
business strategy.

2. Successes: GE reportedly saved billions of dollars and saw significant improvements in
quality and efficiency across various divisions. The company's commitment to Six
Sigma led to a cultural shift towards continuous improvement and operational
excellence.

3. Challenges: The initial challenge for GE was the massive scale of implementation and
the need for extensive training and restructuring. The cultural shift required to fully
integrate Six Sigma principles was also significant.

4. OQutcome: Six Sigma became synonymous with GE's identity and contributed to its
reputation for quality and efficiency.

Motorola

1. Implementation: Motorola is credited with developing Six Sigma in the 1980s. It was
their response to improving quality in the face of Japanese competition.

2. Successes: Motorola achieved significant reductions in product defects, leading to a
Malcolm Baldrige National Quality Award in 1988. Six Sigma helped Motorola save
over $16 billion over several years.




Challenges: The major challenge was pioneering a new methodology, which required
innovation and experimentation. There was also the need to persuade employees of
the benefits of Six Sigma.

Outcome: Six Sigma's success at Motorola led to its widespread adoption across
various industries.

difference between DMAIC AND DMADV

DMAIC and DMADV are two methodologies associated with the Six Sigma approach, but they

are applied in different scenarios and have distinct objectives and steps.

DMAIC

DMAIC stands for Define, Measure, Analyze, Improve, and Control. It is used primarily for

improving existing processes.

1. Define: Identify the problem or the goal of the project, define the scope, and outline
the objectives.

2. Measure: Collect data to establish a baseline and understand the current process
performance.

3. Analyze: Analyze the data to identify root causes of defects or inefficiencies.

4. Improve: Develop and implement solutions to address the root causes identified in the
analysis phase.

5. Control: Put in place controls to sustain the improvements made and ensure that the
process continues to operate at the new level of performance.

DMADV

DMADYV stands for Define, Measure, Analyze, Design, and Verify. This approach is used for
creating new processes or products.

1.

Define: Define the goals and customer needs for the new process or product.

Measure: Measure and identify the characteristics that are critical to quality (CTQs),
customer needs, and product capabilities.

Analyze: Analyze the options available for meeting the customer needs and CTQs.

Design: Design the process or product, aiming to meet the analyzed needs and
objectives.

Verify: Test and verify the design. Ensure it meets customer needs and performs
effectively in real-world conditions.

Key Differences




o Application:
e DMAIC is used for improving existing processes.
e DMADV is used for creating new processes or products.
e Focus:
e DMAIC focuses on incremental improvement in existing processes.

e DMADV focuses on innovative solutions and designs for new processes or
products.

e Outcome:

e DMAIC leads to enhancements in current processes, often for increased
efficiency or reduced defects.

e DMADV results in the creation of a new process or product that meets
customer needs and expectations from the ground up.

SIX SIGMA METRICS : ix Sigma uses several key metrics to measure the performance and
quality of processes. These metrics are crucial for assessing the effectiveness of Six Sigma
initiatives and for guiding decision-making. Here are some of the primary Six Sigma metrics:

1. Defects Per Million Opportunities (DPMO): DPMO is a measure of the number of
defects in a process per million opportunities for a defect to occur. It provides a
standardized way to compare the quality of different processes. A lower DPMO
indicates a higher quality level.

2. Sigma Level: The Sigma Level of a process indicates how often defects are likely to
occur. It's a measure of process capability, with higher Sigma Levels indicating fewer
defects. A Six Sigma process, for example, has a defect rate of 3.4 defects per million
opportunities.

3. Process Capability Index (Cp and Cpk):

e Cp measures a process's potential capability, assuming it is centered between
the specification limits.

e Cpk measures the actual process capability, taking into account how centered
the process is within the specification limits. A higher Cpk value indicates a
more capable process.

4. Yield: Yield measures the percentage of items produced without defects. It can be
calculated for individual process steps (First Pass Yield) or for the entire process
(Rolled Throughput Yield).

5. Cycle Time: This metric measures the total time it takes to complete one cycle of a
process, from start to finish. Reducing cycle time is often a focus in Six Sigma projects
to increase efficiency.




6. Cost of Poor Quality (COPQ): COPQ quantifies the cost associated with waste, defects,
and inefficiencies in a process. It includes costs like rework, returns, and lost sales.
Reducing COPQ is a common goal in Six Sigma projects.

7. Customer Satisfaction: While not always quantifiable in the same way as other
metrics, customer satisfaction is crucial in Six Sigma. Feedback and satisfaction scores
can indicate the success of improvements in terms of customer experience.

8. Throughput: Throughput is the rate at which a process produces its product or service.
Improving throughput can be a key objective in Six Sigma projects, especially when
dealing with bottlenecks.

9. Value Stream Mapping Metrics: In processes where value stream mapping is used,
metrics like Lead Time, Value-Added Time, and Non-Value-Added Time are important
for identifying areas for improvement.

10. Employee Involvement Metrics: Metrics like the number of employees trained in Six
Sigma, the number of projects completed, and the involvement level in continuous
improvement initiatives can be crucial for assessing the organizational impact of Six
Sigma.

BENEFITS AND COST OF SIX SIGMA

ix Sigma, as a quality improvement methodology, offers several benefits to organizations but
also involves certain costs. Understanding both is crucial for companies considering the
implementation of Six Sigma.

Benefits of Six Sigma

1. Improved Quality: By focusing on defect reduction and process improvement, Six
Sigma leads to a significant improvement in the quality of products and services.

2. Increased Efficiency: Six Sigma methodologies streamline processes, eliminate waste,
and reduce variation, which enhances operational efficiency.

3. Cost Savings: The reduction in defects and inefficiencies leads to substantial cost
savings, as there is less waste, fewer reworks, and reduced warranty claims.

4. Customer Satisfaction: Improved quality and reliability in products and services
enhance customer satisfaction and loyalty.

5. Data-Driven Decision Making: Six Sigma's emphasis on statistical analysis promotes
data-driven decision-making, leading to more effective and rational business decisions.

6. Competitive Advantage: Higher quality and efficiency can provide a significant
competitive edge in the market.

7. Cultural Change: Implementing Six Sigma can lead to a culture of continuous
improvement, where employees are more engaged and focused on quality.




8. Risk Reduction: By identifying and mitigating defects and process variances, Six Sigma
reduces the risks associated with process failures.

9. Improved Compliance: Six Sigma helps in aligning organizational processes with
compliance and regulatory requirements.

10. Employee Development: Training and involvement in Six Sigma projects enhance
employee skills and knowledge, contributing to personal and professional
development.

Costs of Six Sigma

1. Training Costs: Comprehensive training for employees at various levels (Yellow Belts,
Green Belts, Black Belts) can be a significant investment.

2. Implementation Time and Effort: The time and effort required to implement Six Sigma
projects can be substantial, particularly in the early stages.

3. Consulting and Resource Costs: Hiring external consultants and allocating internal
resources for Six Sigma projects can be costly.

4. Software and Technology Costs: Investment in statistical software and other
technologies needed for Six Sigma analysis may be required.

5. Potential Resistance to Change: The cost of overcoming resistance to change should
not be underestimated, as it can impact the pace and success of implementation.

6. Opportunity Costs: Focusing on Six Sigma projects may divert resources from other
potential opportunities or initiatives.

7. Maintenance Costs: Ongoing costs to maintain the improvements, including
monitoring and controlling improved processes.

8. Certification Costs: Obtaining Six Sigma certification (for individuals and projects) can

involve additional expenses.

Balancing Costs and Benefits

For many organizations, the benefits of Six Sigma outweigh the costs, particularly in the long

term. The key is to carefully plan and execute the Six Sigma initiative, ensuring adequate

training, resources, and management support while being mindful of the challenges and costs

involved. The success of Six Sigma depends on a balanced approach, where the potential

benefits align with the company’s strategic objectives and resources.

DMAIC and DMADV similarities and differences are two methodologies commonly used in Six

Sigma, a set of principles and techniques for process improvement and quality management.

While both DMAIC and DMADV are designed to achieve improvements in processes, products,

or services, they have some key similarities and differences:

Similarities:




1. Structured Approach: Both DMAIC and DMADV provide structured frameworks for
tackling process improvement projects. They guide practitioners through a series of
defined steps, ensuring a systematic approach.

2. Data-Driven: Both methodologies emphasize the importance of data collection and
analysis to support decision-making. Data is used to identify problems, understand
root causes, and validate improvements.

3. Customer Focus: Both methodologies prioritize meeting customer requirements and
ensuring that the final product or process satisfies customer needs and expectations.

Differences:
1. Purpose:

e DMAIC (Define, Measure, Analyze, Improve, Control): DMAIC is primarily
used for improving existing processes that are not meeting performance or
quality targets. It is suited for addressing problems and reducing process
variation.

e DMADV (Define, Measure, Analyze, Design, Verify): DMADV is used when
developing new products, processes, or services from scratch or when making
significant design changes to existing ones. It aims to create processes that are
capable of meeting customer requirements right from the start.

2. Application Stage:

e DMAIC: Typically applied after a process is already in place and has been
running for some time. It is used to optimize and enhance an existing process.

e DMADV: Applied at the design or redesign stage, focusing on creating a new
process or product that will meet specific quality and performance goals.

3. Phases:

e DMAIC: Consists of five phases - Define, Measure, Analyze, Improve, and
Control, with a strong emphasis on problem-solving and process optimization.

e DMADV: Also consists of five phases - Define, Measure, Analyze, Design, and
Verify, but the emphasis is on designing and validating a new or improved
process rather than problem-solving.

4. Tools and Techniques:

e DMAIC: Utilizes various statistical tools and techniques such as hypothesis
testing, control charts, and root cause analysis to identify and eliminate
defects and reduce process variation.

e DMADV: Focuses more on tools related to design, including Quality Function
Deployment (QFD), Failure Mode and Effects Analysis (FMEA), and design of




experiments (DOE) to ensure that the designed process or product meets
customer requirements.

5. Control Phase:

¢ DMAIC: Includes a specific phase called "Control" where efforts are made to
sustain the improvements achieved and prevent regression to the previous
state.

e DMADV: While it may have elements of control, it doesn't emphasize it as
heavily as DMAIC since DMADV is more focused on designing processes that
should meet customer requirements without significant variability.

In summary, DMAIC is used for improving existing processes, while DMADV is used for
designing new processes or significantly redesigning existing ones. Both methodologies share a
structured approach, data-driven decision-making, and a customer-centric focus, but they
differ in their purpose, application stage, and the specific tools and techniques used in each
phase.

six sigma metrics in details

Six Sigma is a methodology for process improvement and quality management that
emphasizes data-driven decision-making and reducing defects or errors in processes. In Six
Sigma, several key metrics are used to measure and evaluate the performance of processes
and the effectiveness of improvement efforts. These metrics help organizations identify areas
for improvement, track progress, and ensure that processes meet customer requirements.
Here are some important Six Sigma metrics in detail:

1. Defects Per Million Opportunities (DPMO): DPMO is a fundamental metric in Six
Sigma that quantifies the number of defects or errors in a process per one million
opportunities for defects to occur. It is calculated using the following formula:

DPMO = (Number of Defects / Total Number of Opportunities) x 1,000,000

The goal in Six Sigma is to achieve a very low DPMO rate, ideally less than 3.4 defects per
million opportunities, which corresponds to a Six Sigma level of quality.

2. Sigma Level (o): Sigma level indicates the level of process capability and quality. It is
often used to quantify how well a process performs in terms of defects. The higher the
sigma level, the better the process performance. Sigma levels are typically defined as
follows:

e Six Sigma: A process with a DPMO of 3.4 or fewer defects per million
opportunities.

e Five Sigma: A process with a DPMO of 233 defects per million opportunities.

e Four Sigma: A process with a DPMO of 6,210 defects per million opportunities.




o Three Sigma: A process with a DPMO of 66,807 defects per million
opportunities.

The goal is to improve processes to achieve higher sigma levels.

3. Process Capability Index (Cpk): Cpk is a measure of process capability that assesses
how well a process can produce products or deliver services within specification limits.
It compares the spread of process variation to the width of the specification limits. A
higher Cpk value indicates better process capability. The formula for Cpk is:

Cpk =(USL-X)/(3*c)or(X-LSL)/(3*0)

Where:

USL: Upper Specification Limit

LSL: Lower Specification Limit
e X:Process Mean
e 0:Process Standard Deviation
A Cpk value greater than 1 indicates that the process is capable of meeting specifications.

4. Process Performance Index (Ppk): Ppk is similar to Cpk but considers both the process
mean and the process variation. It is calculated as:

Ppk = min(Cpk(Upper), Cpk(Lower))

Ppk measures the process's ability to produce within specification limits, and a value greater
than 1 indicates good process performance.

5. Yield: Yield represents the percentage of products or services produced by a process
that meet customer specifications. It is calculated as:

Yield (%) = (1 - (DPMO / 1,000,000)) * 100
High yield indicates good process performance.

6. Defect Rate: This metric measures the number of defects per unit or per batch of
products or services produced by a process. It is calculated as:

Defect Rate = (Number of Defects / Total Number of Units or Batches)
A lower defect rate signifies better quality.

7. Cost of Poor Quality (COPQ): COPQ quantifies the financial impact of defects and
errors in a process. It includes costs related to rework, scrap, warranty claims,
customer complaints, and lost sales. Reducing COPQ is a key objective in Six Sigma
projects.




8. Return on Investment (ROI): ROl measures the financial benefits gained from Six
Sigma projects compared to the costs incurred in implementing those projects. A
positive ROl indicates that the improvements are financially beneficial to the
organization.

9. Customer Satisfaction: While not a direct statistical metric, customer satisfaction is a
crucial measure of product or service quality. Surveys, feedback, and Net Promoter
Score (NPS) are common methods used to assess customer satisfaction.

10. Process Cycle Time: This metric measures the time it takes for a process to complete
from start to finish. Reducing cycle time can lead to improved efficiency and customer
responsiveness.

These Six Sigma metrics play a vital role in assessing the performance of processes, tracking
improvement efforts, and ensuring that organizations deliver products or services that meet or
exceed customer expectations. Organizations often use a combination of these metrics to
monitor and manage their quality and process improvement initiatives.

The concept of cost of poor quality

The concept of the Cost of Poor Quality (COPQ) is a fundamental principle in quality
management and process improvement, particularly in methodologies like Six Sigma. COPQ
refers to the financial impact that poor quality has on an organization's operations and
profitability. It encompasses all the costs incurred as a result of defects, errors, and quality
issues in a product or service throughout its lifecycle. COPQ includes both tangible and
intangible costs and can be categorized into four main types:

1. Internal Failure Costs: These costs are incurred when defects and quality issues are
detected within the organization before the product or service reaches the customer.
Examples of internal failure costs include:

e Rework and scrap costs: The cost of fixing defects and reworking products or
services that do not meet quality standards.

e Scrap and waste disposal costs: The cost of disposing of materials, products, or
components that cannot be salvaged.

e Downtime and idle resources: The cost of lost production time and
underutilized resources caused by quality-related problems.

2. External Failure Costs: These costs occur when defects and quality issues are detected
by the customer after the product or service has been delivered. External failure costs
are often more significant and damaging to an organization's reputation and
profitability. Examples include:

e Warranty and customer claims: The cost of addressing warranty claims,
customer complaints, and product recalls.




e Product returns and replacements: The cost of taking back and replacing
defective products.

e Lost sales and market share: The cost of losing customers or market share due
to poor quality or a bad reputation.

3. Appraisal Costs: These are the costs associated with inspecting, testing, and evaluating
products or services to ensure they meet quality standards. Appraisal costs include:

e Inspection and testing expenses: The cost of inspecting raw materials,
components, and finished products.

e Quality control and quality assurance activities: The cost of maintaining a
guality management system and conducting audits.

e Training and certification: The cost of training employees to ensure they can
perform quality-related tasks effectively.

4. Prevention Costs: Prevention costs are incurred to prevent defects and quality issues
from occurring in the first place. Investing in prevention can ultimately reduce internal
and external failure costs. Examples of prevention costs include:

e Process improvement initiatives: The cost of implementing quality
improvement methodologies like Six Sigma, Lean, or Total Quality
Management (TQM).

e Employee training and development: The cost of educating and training
employees to perform their jobs correctly.

e Design and engineering reviews: The cost of conducting reviews and
assessments to ensure product or process designs are robust and meet quality
standards.

The goal of analyzing and understanding COPQ is to motivate organizations to reduce poor
quality, defects, and errors in their processes, products, or services. By doing so, organizations
can reduce the financial burden associated with poor quality and improve their overall
profitability. Identifying and addressing the root causes of quality issues through continuous
improvement efforts, such as Six Sigma projects, can help organizations minimize COPQ and
deliver higher-quality products and services to their customers.

Benefits and cost of six sigma

Six Sigma is a widely adopted methodology for process improvement and quality management
in organizations across various industries. Implementing Six Sigma can have both benefits and
costs. Let's explore these aspects in more detail:

Benefits of Six Sigma:




1. Improved Quality: Six Sigma is primarily focused on reducing defects and errors in
processes, products, or services. By implementing Six Sigma, organizations can
significantly improve quality and customer satisfaction.

2. Enhanced Customer Loyalty: When customers receive products or services of
consistently high quality, they are more likely to remain loyal to the brand, resulting in
increased customer retention and potentially higher revenues.

3. Cost Reduction: Six Sigma helps identify and eliminate waste, inefficiencies, and
defects in processes, leading to cost savings. Reduced rework, scrap, and warranty
costs contribute to improved profitability.

4. Increased Efficiency: Six Sigma projects often lead to streamlined processes and
reduced cycle times, making operations more efficient and responsive to customer
needs.

5. Data-Driven Decision-Making: Six Sigma relies on data and statistical analysis to make
informed decisions. This data-driven approach helps organizations identify root causes
of problems and make evidence-based improvements.

6. Standardization: Six Sigma encourages the development of standardized processes,
reducing variability and ensuring consistent quality.

7. Employee Engagement: Engaging employees in Six Sigma projects empowers them to
contribute to process improvements and fosters a culture of continuous learning and
problem-solving.

8. Competitive Advantage: Organizations that achieve high levels of Six Sigma
performance can use it as a competitive advantage to win business and market share.

9. Strategic Alignment: Six Sigma projects are typically aligned with strategic objectives,
ensuring that improvement efforts are in line with the organization's goals and
priorities.

10. Risk Reduction: By addressing quality issues proactively, organizations can reduce the
risk of product recalls, legal liabilities, and damage to their reputation.

Costs of Six Sigma:

1. Training Costs: Training employees in Six Sigma methodologies can be expensive. This
includes the cost of training materials, instructor fees, and the time employees spend
in training sessions.

2. Project Resources: Six Sigma projects require resources such as dedicated project
teams, project managers, and subject matter experts. These resources may divert
personnel and budget from other initiatives.

3. Data Collection and Analysis: Gathering and analyzing data for Six Sigma projects can
be time-consuming and may require specialized software tools.




4. Implementation Time: Achieving significant improvements through Six Sigma may
take time, and organizations may experience temporary disruptions in their processes
during the implementation phase.

5. Resistance to Change: Some employees and stakeholders may resist changes
introduced through Six Sigma projects, leading to potential resistance and challenges
in implementation.

6. Project Failures: Not all Six Sigma projects succeed, and there can be instances where
projects do not achieve the desired results, leading to the investment of time and
resources without a corresponding benefit.

7. Overemphasis on Metrics: In some cases, organizations may focus too heavily on
metrics and data collection, potentially leading to "analysis paralysis" and neglecting
other important aspects of operations.

It's important to note that the benefits of Six Sigma often outweigh the costs when
properly implemented. Organizations need to carefully assess their specific needs and
goals, select appropriate projects, and ensure that they have the commitment and
support necessary for successful Six Sigma initiatives. Effective leadership, ongoing
training, and a culture of continuous improvement are crucial for realizing the full
potential of Six Sigma while managing associated costs.

UNITV
TOTAL QUALITY MANAGEMENT IN VARIOUS SECTORS
INTRODUCTION

MANUFACTURING SECTOR WHICH REQUIRE TQM : Total Quality Management (TQM) is a
philosophy and approach to quality management that can be highly beneficial in the
manufacturing sector. It focuses on continuous improvement, customer satisfaction, employee
involvement, and the elimination of waste and defects. Here's an overview of the
manufacturing sectors that commonly require TQM and an example of TQM implementation
in the automotive manufacturing sector:

Manufacturing Sectors That Require TQM:

1. Automotive Manufacturing: The automotive industry is known for its strict quality
standards and customer demands for reliable, safe, and high-performance vehicles.
TQM principles help automotive manufacturers achieve consistent quality and
operational excellence.




Aerospace Manufacturing: Aerospace components and systems must meet stringent
safety and quality requirements. TQM is crucial in ensuring that aircraft, spacecraft,
and related components are manufactured to the highest standards.

Pharmaceutical Manufacturing: Ensuring the safety and efficacy of pharmaceutical
products is critical. TQM principles help pharmaceutical manufacturers maintain
quality control, traceability, and compliance with regulatory requirements.

Electronics Manufacturing: Electronics manufacturers must produce products with
minimal defects to maintain customer trust and reliability. TQM practices are essential
in achieving high-quality electronic components and devices.

Food and Beverage Manufacturing: Quality and safety are paramount in the food and
beverage industry. TQM ensures that food products meet hygiene, safety, and quality
standards consistently.

Example of TQM Implementation in Automotive Manufacturing:

Company: Toyota Motor Corporation

Background: Toyota is renowned for its successful implementation of TQM principles,

particularly the Toyota Production System (TPS), which is often considered a model for lean

manufacturing and TQM. TQM is deeply ingrained in Toyota's corporate culture and
operations.

Implementation Steps:

1.

Results:

Management Commitment: Toyota's top leadership is committed to quality and
continuous improvement. They set the tone by emphasizing the importance of quality
in all aspects of the business.

Employee Involvement: Toyota actively engages its employees at all levels in
identifying and addressing quality issues. Teamwork and collaboration are encouraged
to improve processes and products.

Continuous Improvement (Kaizen): Kaizen, or continuous improvement, is a
fundamental principle at Toyota. Teams regularly review processes to identify and
eliminate waste, improve efficiency, and enhance product quality.

Error Prevention: Toyota focuses on error prevention rather than error correction.
Techniques like Poka-Yoke (mistake-proofing) are used to prevent defects from
occurring in the first place.

Supplier Relationships: Toyota works closely with its suppliers to ensure they meet
strict quality standards. Suppliers are considered integral partners in the TQM process.

Standardized Work: Toyota emphasizes the importance of standardized work
processes, which ensure consistency and quality in production.




Toyota's implementation of TQM has yielded impressive results over the years, including:

e High levels of product quality and reliability, contributing to Toyota's reputation for
durable and dependable vehicles.

e Efficient production processes with minimal waste, resulting in cost savings and
competitive pricing.

e Strong customer satisfaction and loyalty due to the consistent quality of its vehicles.
e Recognition as a leader in lean manufacturing and TQM practices.

Automobile Industry: The automobile industry, also known as the automotive industry,
encompasses the design, development, manufacturing, marketing, and sale of motor vehicles.
This industry is one of the largest and most influential in the world, with a significant impact on
economies, technology, transportation, and consumer lifestyles. It involves the production of
various types of vehicles, including cars, trucks, motorcycles, and commercial vehicles, and it
spans a wide range of activities from vehicle design and engineering to assembly, marketing,
and distribution.

The automobile industry, also known as the automotive industry, encompasses the design,
development, manufacturing, marketing, and sale of motor vehicles. This industry is one of the
largest and most influential in the world, with a significant impact on economies, technology,
transportation, and consumer lifestyles. It involves the production of various types of vehicles,
including cars, trucks, motorcycles, and commercial vehicles, and it spans a wide range of
activities from vehicle design and engineering to assembly, marketing, and distribution.

Key Components of the Automobile Industry:

Automobile Manufacturers: These companies design and produce vehicles for consumer and
commercial use. They include major global automakers like Toyota, Ford, General Motors,
Volkswagen, Honda, and many others.

Suppliers: Automotive suppliers provide the components, parts, and systems necessary for
vehicle manufacturing. These suppliers specialize in producing items such as engines,
transmissions, tires, electronics, and more.

Dealerships and Retailers: Dealerships and retailers are responsible for selling vehicles to
consumers. They offer maintenance and repair services and serve as a bridge between
manufacturers and customers.




Aftermarket and Service Providers: Aftermarket companies produce accessories, parts, and
services for vehicle owners seeking customization or maintenance. This segment includes tire
manufacturers, auto parts stores, and repair shops.

Research and Development (R&D): Automotive R&D is critical for innovation and the
development of new technologies, safety features, and environmental improvements in
vehicles.

Total Quality Management (TQM) in the Automobile Industry:

TQM is a crucial concept in the automobile industry because it focuses on delivering high-
quality vehicles that meet or exceed customer expectations. Here's how TQM is implemented
and its significance in the automotive sector:

Customer Focus: TQM starts with a deep understanding of customer needs and preferences.
Automotive manufacturers gather feedback, conduct market research, and use customer input
to guide product design and improvements.

Continuous Improvement: Continuous improvement, often known as Kaizen, is a central
principle in TQM. Manufacturers continuously seek ways to enhance processes, reduce
defects, and increase efficiency. This leads to improved product quality and cost reduction.

Employee Involvement: TQM encourages the involvement of all employees in quality
improvement efforts. Workers on the assembly line, engineers, and managers collaborate to
identify and address quality issues.

Supplier Partnerships: Automakers work closely with their suppliers to ensure the quality of
components and materials. Establishing strong relationships with suppliers and holding them
to high standards contributes to overall product quality.

Quality Control: Rigorous quality control processes are implemented throughout the
manufacturing process. This includes inspections, testing, and quality assurance measures to
detect and prevent defects.




Error Prevention: TQM emphasizes the prevention of defects rather than detecting and
correcting them after production. Techniques like Poka-Yoke (mistake-proofing) are used to
eliminate errors at the source.

Lean Manufacturing: Lean principles, which aim to reduce waste in production processes, are
often integrated with TQM. This leads to more efficient and streamlined manufacturing
operations.

Standardization: Standardized work processes are established to ensure consistency and
quality in vehicle production. This includes standardizing assembly procedures and quality
checks.

Data-Driven Decision-Making: TQM relies on data and statistical analysis to identify areas for
improvement. Data collection and analysis are essential for making informed decisions and
addressing quality issues.

Significance of TQM in the Automobile Industry:

Enhanced Product Quality: TQM helps automakers produce vehicles with fewer defects,
resulting in higher reliability, safety, and customer satisfaction.

Competitive Advantage: High-quality vehicles give automakers a competitive edge in the
market, leading to increased market share and brand loyalty.

Cost Reduction: TQM practices reduce waste, rework, and warranty claims, resulting in cost
savings for manufacturers.

Safety and Compliance: TQM ensures that vehicles meet safety and environmental standards,
reducing the risk of recalls and regulatory issues.

Innovation: TQM encourages innovation in vehicle design, technology, and efficiency, driving
advancements in the automotive industry.:




1. Automobile Manufacturers: These companies design and produce vehicles for
consumer and commercial use. They include major global automakers like Toyota,
Ford, General Motors, Volkswagen, Honda, and many others.

2. Suppliers: Automotive suppliers provide the components, parts, and systems
necessary for vehicle manufacturing. These suppliers specialize in producing items
such as engines, transmissions, tires, electronics, and more.

3. Dealerships and Retailers: Dealerships and retailers are responsible for selling vehicles
to consumers. They offer maintenance and repair services and serve as a bridge
between manufacturers and customers.

4. Aftermarket and Service Providers: Aftermarket companies produce accessories,
parts, and services for vehicle owners seeking customization or maintenance. This
segment includes tire manufacturers, auto parts stores, and repair shops.

5. Research and Development (R&D): Automotive R&D is critical for innovation and the
development of new technologies, safety features, and environmental improvements
in vehicles.

Total Quality Management (TQM) in the Automobile Industry:

TQM is a crucial concept in the automobile industry because it focuses on delivering high-
quality vehicles that meet or exceed customer expectations. Here's how TQM is implemented
and its significance in the automotive sector:

1. Customer Focus: TQM starts with a deep understanding of customer needs and
preferences. Automotive manufacturers gather feedback, conduct market research,
and use customer input to guide product design and improvements.

2. Continuous Improvement: Continuous improvement, often known as Kaizen, is a
central principle in TQM. Manufacturers continuously seek ways to enhance processes,
reduce defects, and increase efficiency. This leads to improved product quality and
cost reduction.

3. Employee Involvement: TQM encourages the involvement of all employees in quality
improvement efforts. Workers on the assembly line, engineers, and managers
collaborate to identify and address quality issues.

4. Supplier Partnerships: Automakers work closely with their suppliers to ensure the
quality of components and materials. Establishing strong relationships with suppliers
and holding them to high standards contributes to overall product quality.

5. Quality Control: Rigorous quality control processes are implemented throughout the
manufacturing process. This includes inspections, testing, and quality assurance
measures to detect and prevent defects.




Error Prevention: TQM emphasizes the prevention of defects rather than detecting
and correcting them after production. Techniques like Poka-Yoke (mistake-proofing)
are used to eliminate errors at the source.

Lean Manufacturing: Lean principles, which aim to reduce waste in production
processes, are often integrated with TQM. This leads to more efficient and streamlined
manufacturing operations.

Standardization: Standardized work processes are established to ensure consistency
and quality in vehicle production. This includes standardizing assembly procedures and
quality checks.

Data-Driven Decision-Making: TQM relies on data and statistical analysis to identify
areas for improvement. Data collection and analysis are essential for making informed
decisions and addressing quality issues.

Significance of TQM in the Automobile Industry:

Enhanced Product Quality: TQM helps automakers produce vehicles with fewer
defects, resulting in higher reliability, safety, and customer satisfaction.

Competitive Advantage: High-quality vehicles give automakers a competitive edge in
the market, leading to increased market share and brand loyalty.

Cost Reduction: TQM practices reduce waste, rework, and warranty claims, resulting
in cost savings for manufacturers.

Safety and Compliance: TQM ensures that vehicles meet safety and environmental
standards, reducing the risk of recalls and regulatory issues.

Innovation: TQM encourages innovation in vehicle design, technology, and efficiency,
driving advancements in the automotive industry.

The implementation of TQM in service organization for improving service quality

Implementing Total Quality Management (TQM) in a service organization is a strategic

approach aimed at improving service quality, enhancing customer satisfaction, and achieving

operational excellence. Here are the steps and strategies for implementing TQM effectively in

a service organization:

1. Leadership Commitment:

Begin with top leadership commitment to TQM principles. Leadership should be
actively involved in setting the vision and strategy for quality improvement.

2. Customer Focus:

Identify and understand the needs and expectations of your customers. Regularly
gather customer feedback and use it to drive service improvements.




3. Employee Involvement:

e Empower employees at all levels to actively participate in quality improvement
initiatives. Create a culture where employees feel valued and encouraged to
contribute their ideas and insights.

4. Continuous Improvement:

e Implement a culture of continuous improvement (Kaizen). Encourage employees to
identify and eliminate inefficiencies and bottlenecks in service processes.

5. Process Improvement:

e Analyse and map service processes to identify areas where improvements can be
made. Use tools like process flowcharts and value stream mapping.

6. Data-Driven Decision-Making:

e Collect and analyse relevant data to make informed decisions about service quality.
Use key performance indicators (KPIs) to monitor progress.

7. Supplier Relationships:

e Establish strong relationships with suppliers and service providers to ensure they meet
quality standards and contribute to the overall quality of your services.

8. Training and Development:

e Investin employee training and development programs to enhance their skills and
knowledge, ensuring they can deliver high-quality services.

9. Error Prevention:

e Implement error prevention techniques like error-proofing (Poka-Yoke) to minimize
mistakes in service delivery.

FRAMEWORK FOR IMPROVING SERVICE QUALITY

mproving service quality is a critical goal for service organizations, and it requires a structured
framework to guide the efforts effectively. Here's a framework for improving service quality in
a service organization:

1. Define Service Quality Objectives:

e Clearly define and document specific objectives for improving service quality.
Understand the expectations and needs of your customers and set measurable goals.

2. Customer Needs Analysis:

e Conduct in-depth research to understand customer needs, preferences, and
expectations. Gather customer feedback through surveys, interviews, and feedback
forms to identify areas for improvement.




3. Service Quality Metrics:

e Establish key performance indicators (KPls) and metrics to measure service quality.
Metrics may include customer satisfaction scores (CSAT), Net Promoter Score (NPS),
and service response times.
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. Employee Training and Development:

e Investin training and development programs for employees to enhance their skills,
product knowledge, and customer service capabilities. Well-trained employees are
better equipped to deliver high-quality service.

5. Service Standards and Procedures:

e Develop clear and standardized service procedures and standards that outline how
services should be delivered. These standards should reflect best practices and align
with customer expectations.
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. Process Improvement:

e Analyze and optimize service processes to identify and eliminate bottlenecks,
inefficiencies, and sources of errors. Streamline processes to improve service delivery.
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. Employee Engagement:

e Foster a culture of employee engagement and empowerment. Encourage employees
to take ownership of their roles and provide them with opportunities to contribute to
service improvement initiatives.

8. Customer Feedback Mechanisms:

¢ Implement effective feedback mechanisms such as customer surveys, suggestion
boxes, and complaint resolution processes. Act on customer feedback to make
necessary improvements.

9. Continuous Monitoring:

e Continuously monitor service quality using the established metrics and KPIs. Regularly
review performance data to identify trends and areas that require attention.

METHODS AND TECHNIQUES USED TO IMPROVE THE SERVICE QUALITY

Improving service quality requires the application of various methods and techniques to
enhance customer satisfaction and meet or exceed customer expectations. Here are some
commonly used methods and techniques for improving service quality:

1. Customer Feedback and Surveys:

e Collect customer feedback through surveys, comment cards, and feedback forms.
Analyze the data to identify areas for improvement and prioritize action based on
customer input.




2. Mystery Shopping:

o Use mystery shoppers or secret customers to evaluate service quality anonymously.
Their observations and feedback can provide valuable insights into the customer
experience.

3. Service Blueprinting:

e Create service blueprints to visually map out service processes, identifying touchpoints
and areas that can be improved or streamlined.

4. Voice of the Customer (VOC) Analysis:

e Conduct VOC analysis to understand customer needs and preferences. Use techniques
like interviews and focus groups to gather qualitative data on customer expectations.

5. Service Design Thinking:

e Apply design thinking principles to develop customer-centric services. Focus on
empathy, ideation, and prototyping to create innovative solutions that meet customer
needs.

6. Root Cause Analysis:

e When service issues or errors occur, conduct root cause analysis to determine the
underlying reasons for the problems. Address the root causes to prevent recurrence.

7. Process Improvement:

e Analyze and optimize service processes to eliminate inefficiencies, bottlenecks, and
sources of errors. Techniques like Lean Six Sigma can be valuable for process
improvement.

8. Standard Operating Procedures (SOPs):

e Develop and implement clear and standardized service procedures and standards that
guide employees in delivering consistent service quality.

9. Employee Training and Development:

e Investin training and development programs for employees to enhance their skills,
product knowledge, and customer service capabilities.

MODELS TO MEASURES THE SERVICES QUAKITY PROGRAMMES IN THE
ORGANIZATION

Measuring service quality programs in an organization is essential to assess their
effectiveness and identify areas for improvement. Several models and frameworks are
commonly used to measure service quality. Here are some of the most widely recognized
ones:




1. SERVQUAL Model:

e SERVQUAL is one of the most well-known models for measuring service
quality. It focuses on five dimensions of service quality:

e Tangibles (physical facilities, equipment, appearance of employees)
e Reliability (consistency and dependability of service)

e Responsiveness (willingness to help and provide prompt service)

e Assurance (knowledge and courtesy of employees)

e Empathy (caring and individualized attention)

SERVQUAL uses a questionnaire-based approach to gather customer perceptions and
expectations, allowing organizations to identify gaps in service quality.

2. SERVPERF Model:

e SERVPERF is an alternative to SERVQUAL and is based on the idea that
customers assess service quality based on performance rather than
expectations. It measures service quality using the same five dimensions as
SERVQUAL but focuses on customer perceptions of actual service
performance.

3. Service Quality Gaps Model (Zeithaml, Parasuraman, and Berry):

e This model highlights the four key service quality gaps that can existin an
organization:

e Gap 1: Knowledge Gap (difference between customer expectations
and management perceptions)

e Gap 2: Policy Gap (difference between management perceptions and
service quality specifications)

e Gap 3: Delivery Gap (difference between service quality specifications
and service delivery)

e Gap 4: Communication Gap (difference between service delivery and
external communications)

Identifying and closing these gaps is crucial for improving service quality.
4. PERFECT Model:

e The PERFECT model expands upon the traditional SERVQUAL dimensions with
additional factors:

e Product Quality




e Efficiency

e Reliability
o  Flexibility
e Effort

e Convenience
e Timeliness

This model provides a broader perspective on service quality and aligns with customer
expectations.

5. Kano Model:
e The Kano model categorizes service quality attributes into different categories:
e Basic Needs (expected attributes)
e Performance Needs (satisfiers that can enhance satisfaction)
e Excitement Needs (delighters that exceed customer expectations)

Understanding where service attributes fall within these categories helps organizations
prioritize improvements.

6. Customer Satisfaction Index (CSl):

e CSlis a measure of overall customer satisfaction with a service. It typically
involves surveying customers and calculating a satisfaction score based on
their responses.

7. Net Promoter Score (NPS):

e NPS measures customer loyalty and satisfaction by asking customers how
likely they are to recommend the organization to others. It categorizes
respondents as promoters, passives, or detractors.

8. Customer Effort Score (CES):

e CES assesses the ease with which customers can complete specific tasks or
interactions with an organization. Lower effort scores indicate better service
quality.

9. Quality Function Deployment (QFD):

e QFDis astructured approach that translates customer requirements into
specific actions for the organization. It helps prioritize improvements based on
customer needs.




10. Balanced Scorecard:

e The Balanced Scorecard is a comprehensive framework that includes financial
and non-financial metrics to measure organizational performance, including
service quality.

TQM IN FINANCIAL SERVICES , BANK,INVESTMENTS COMPANY,AND MUTAL FUNDS

Total Quality Management (TQM) principles can be applied effectively in the financial services
industry, including banks, investment companies, and mutual funds. TQM aims to improve
customer satisfaction, streamline processes, reduce errors, and enhance overall operational
efficiency. Here's how TQM can be applied in these specific financial sectors:

1. TQM in Banks:

e Customer-Centric Approach: Implement a customer-centric approach by focusing on
understanding and meeting the financial needs and expectations of clients. Regularly
gather customer feedback to identify areas for improvement.

e Service Quality: Apply service quality models such as SERVQUAL or SERVPERF to
measure and improve the quality of banking services. Monitor key performance
indicators (KPIs) like customer satisfaction scores and wait times.

e Process Efficiency: Streamline banking processes to reduce inefficiencies, paperwork,
and manual tasks. Implement Lean Six Sigma methodologies to eliminate waste and
improve the speed and accuracy of transactions.

e Risk Management: Integrate TQM principles into risk management practices to reduce
errors, fraud, and operational risks. Ensure compliance with regulatory requirements.

e Employee Training: Invest in ongoing training and development for bank employees to
enhance their knowledge and customer service skills. Empower them to resolve
customer issues promptly and effectively.

e Continuous Improvement: Foster a culture of continuous improvement where
employees are encouraged to identify and address process bottlenecks and quality
issues.

2. TQM in Investment Companies:

e Customer Relationship Management: Implement robust customer relationship
management (CRM) systems to manage client interactions, track investor preferences,
and tailor investment strategies to individual needs.

e Investment Analysis and Portfolio Management: Apply data-driven analysis and
modeling to optimize investment strategies and deliver superior returns for clients.
Use TQM to ensure that investment decisions are well-informed and accurate.




e Transparency: Ensure transparency in investment products and communicate clearly
with investors about risks and expected returns. Build trust through honest and open
communication.

e Compliance and Risk Management: Apply TQM principles to ensure compliance with
financial regulations and manage investment risks effectively.

e Performance Metrics: Use performance metrics and benchmarks to evaluate
investment performance and continually refine investment strategies.

3. TQM in Mutual Funds:

e Portfolio Management: Apply TQM principles to the management of mutual fund
portfolios to optimize returns and minimize risks. Regularly review and adjust
investment strategies based on market conditions.

e Customer Education: Educate mutual fund investors about the nature of mutual funds,
risks, and expected returns. Provide clear and accurate information to help investors
make informed decisions.

e Fund Administration: Streamline administrative processes, such as fund accounting,
transfer agency services, and compliance monitoring, to reduce errors and improve
efficiency.

e Fund Selection and Due Diligence: Apply TQM to the selection and due diligence
process for underlying assets and securities within the mutual fund to ensure quality
and adherence to investment objectives.

e Cost Efficiency: Focus on cost efficiency to minimize expense ratios and enhance the
overall value proposition for investors.

e Reporting and Communication: Implement clear and transparent reporting practices to
keep investors informed about fund performance and holdings.

ROLE OF TQM IN IT SECTOR

Total Quality Management (TQM) plays a significant role in the Information Technology (IT)
sector by helping organizations improve the quality of their products and services, enhance
customer satisfaction, increase efficiency, and remain competitive in a rapidly evolving
industry. Here are key aspects of the role of TQM in the IT sector:

1. Customer-Centric Approach:

e TQM emphasizes a customer-centric approach. In the IT sector, this means
understanding and meeting the specific needs and expectations of clients.




TQM helps IT companies gather feedback from customers to identify areas for
improvement and adapt their offerings accordingly.

Quality Assurance:

e TQM helps IT organizations establish robust quality assurance processes for
software development, hardware manufacturing, and IT services. This includes
defining quality standards, conducting regular testing, and ensuring that
deliverables meet or exceed customer requirements.

Process Improvement:

e TQM encourages IT organizations to continuously improve their processes.
Applying Lean and Six Sigma methodologies can help streamline software
development, project management, and IT service delivery, reducing waste
and errors.

Error Prevention:

e TQM focuses on error prevention rather than error correction. In the IT sector,
this translates to implementing best practices and quality control measures
throughout the software development lifecycle to minimize defects and
vulnerabilities.

Employee Engagement:

e Engaged and motivated IT professionals are more likely to deliver high-quality
work. TQM promotes employee involvement, encouraging IT teams to take
ownership of their roles and contribute to quality improvement initiatives.

Data-Driven Decision-Making:

e TQM relies on data and metrics to make informed decisions. In the IT sector,
data analysis helps organizations identify trends, monitor performance, and
prioritize areas for improvement.

Supplier Relationships:

e IT organizations often work with external suppliers and vendors. TQM
principles apply to these relationships, ensuring that suppliers meet quality
standards and contribute to the overall quality of IT products and services.

Security and Compliance:

e Ensuring data security and compliance with regulatory requirements are
critical in the IT sector. TQM helps organizations establish controls, policies,
and procedures to mitigate risks and maintain compliance.

Agile and DevOps Integration:




e TQM principles can be integrated into Agile and DevOps practices, enabling
faster development cycles, continuous integration, and automated testing
while maintaining a focus on quality.

10. Change Management:

e TQM assists IT organizations in managing change effectively. It ensures that
changes to IT systems and processes are well-planned, tested, and
communicated to minimize disruptions and maintain service quality.

11. Continuous Improvement:

e A culture of continuous improvement is at the core of TQM. In the IT sector,
this means continually seeking ways to enhance software, hardware, and IT
services to meet evolving customer needs and technological advancements.

12. Innovation:

e TQM encourages IT organizations to innovate and explore new technologies
and methodologies to improve processes, develop cutting-edge products, and
maintain a competitive edge in the industry.
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