STUDY OUTLINE FOR CHAPTER 9

Management of QUALITY

1. Broadly defined, quality is:

2. How does the modern strategic approach to quality management differ from the former, traditional approach?

3. Briefly describe the contributions of each person:

    Shewhart

    Deming

    Juran

    Feigenbaum

    Crosby

    Ishikawa

    Taguchi

4. List and briefly describe the dimensions on which product quality is often judged:

    1)

    2)

    3)

    4)

    5)

    6)

    7)

    8)

5. List and briefly describe the dimensions on which service quality is often judged:

    1)

    2)

    3)

    4)

    5)

    6)

    7)

6. The determinants of quality are:

    1)

    2)

    3)

    4)

7. What does quality of design refer to?

8. What does quality of conformance refer to?

9. What are some consequences of poor quality?

10. What are some benefits of good quality?

11. What responsibility does each of these areas of an organization have for quality?

     Top management

     Design

     Procurement

     Operations

     Quality assurance

     Packaging and shipping

     Marketing and sales

     Customer service

12. Briefly explain each of these internal costs of quality:

Appraisal

Prevention

Failure

13. What are some of the external costs of quality?

14. Explain the quality-ethics connection.

15. Briefly describe the essence of each of these quality awards:

     The Baldrige Award

     The European Quality Award

     The Deming Prize

15. Briefly describe each of the following:

      ISO 9000.

      ISO 14000.

      ISO 247000.

16. Why are business organizations becoming more concerned about quality and the supply chain?
17. What is total quality management?

18. Briefly describe the TQM approach:

19. List some of the additional elements of TQM:

      1)

      2)

      3)

      4)

      5)

20. Explain the term quality at the source.  Why is it important?

21. Define each of these terms:

      kaizen

      fail-safing

      six sigma as it relates to process improvement

22. What are some of the obstacles to implementing TQM?

      1)

      2)

      3)

      4)

      5)

23. List four criticisms of TQM programs.

      1)

      2)

      3)

      4)

24. List the basic steps of problem solving.

      1)

      2)

      3)

      4)

      5)

      6)

      7)

25. List and briefly describe the basic steps in the PDSA cycle:

      1)

      2)

      3)

      4)

26. Explain the term process mapping.

27. List and briefly explain the seven basic quality tools.

      1)

      2)

      3)

      4)

      5)

      6)

      7)

28. What are cause-and-effect diagrams, and how are they useful?

29. What are run charts, and how are they useful?

30. Briefly explain each of these terms:

      brainstorming

      quality circles

       benchmarking

31. List the Key Points.

