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Graduate
Good Command in MS Word and MS Powerpoint

Course Objectives
The students should be able to appreciate that customer focused TQM is the foundation of business
strategy. They should be able to understand the impact of quality on profitability and application of
quality tools, recognize the meaning of innovation and change and the role of manager and leaders in
sustainable business excellence.

Course Outcomes
On completion of this course, the students will be able to
CO1: Understand and apply appropriate techniques in identifying customer needs, as well as the
quality impact that will be used as inputs in TQM methodologies;
CO2: To measure the cost of poor quality and process effectiveness and efficiency to track
performance quality and to identify areas for improvement;
CO3: Integrating proven methodologies to enhance management processes, such as benchmarking
and business process reengineering;
CO4: Choose a framework to evaluate the performance excellence of an organization, and
determine the set of performance indicators that will align people with the objectives of the
organization.

Catalog Description
This course explores important substantive areas and concepts in the field of urban and regional
planning and current urban planning and policy issues and debates. Topics include: forces that have
historically guided and are currently guiding India's urbanization; land use, growth management,
transportation and traffic congestion, economic development, housing and community development,
environmental planning; legal, environmental, governmental contexts.

Course Content
Unit I:

4.5 lecture hours

Historical Development, Definitions of Quality, Understanding of TQM, The Quality Management
System, The Quality Movement, TQM concept and system, The cost of Quality

Unit II:

6 lecture hours

Unit III:

7.5 lecture hours

Unit IV:

6 lecture hours

Customer focus, Process Improvement, and total involvement, Quality Management strategies,
Contribution of the quality gurus, Zero defects, Kaizen system, Poke-Yoke
Seven tools of quality, New Tools, Statistical quality control, Quality circles

Managing key Processes, steps in process improvement, Measuring process improvements,
Benchmarking, ISO 9000series
Unit V:
12 lecture hours
Business Excellence Models; Baldrige Criteria for Performance Excellence; EFQM Excellence
Model; CII-Exim Award for Business Excellence, ZED Maturity Assessment Model for Small
& Medium Enterprises.
Text Books and Journals
1) Besterfield, DH, et.al. 2003, Total Quality Management, 3rd edn, Prentice Hall
2) Goetsch, DL & Davis, B 2006, Quality Management: Introduction to Total Quality
Management for Production, Processing and Services, 5th edn, Pearson
3) Gryna FM 2001, Quality Planning & Analysis, 4th edn, Jr., McGraw-Hill
4) Selected articles in Quality Progress and the web site of American Society for Quality
Modes of Evaluation: Quiz/Assignment/ presentation/ extempore/ Written Examination
Examination Scheme:
Components
Weightage (%)

Presentation/Assignment/Projects etc
50

ESE
50

Relationship between the Course Outcomes (COs) and Program Outcomes (POs)
Program Outcomes (POs)

Mapping between COs and POs
Course Outcomes (COs)

CO1

CO2

CO3

CO4

Understand and apply appropriate techniques in identifying
customer needs, as well as the quality impact that will be used
as inputs in TQM methodologies;
To measure the cost of poor quality and process effectiveness
and efficiency to track performance quality and to identify
areas for improvement;
Integrating proven methodologies to enhance management
processes, such as benchmarking and business process
reengineering;
Choose a framework to evaluate the performance excellence of
an organization, and determine the set of performance
indicators that will align people with the objectives of the
organization.

Mapped
Programme
Outcomes
PO 1,2, 3,
7,8,9,10,
11,14
PO 1,2, 3,
8,9,10,
11, 13,14
PO 4,5,
8,12,13, 14
PO 1,2, 3,
4,8,13,14

Course
Code

Course
Title

PO2

PO3

Students will demonstrate effective application capabilities of their conceptual
understanding to infrastructure planning, development and management.
Students will be able to exhibit effective decision-making skills, employing analytical and
critical thinking ability for planning, development and management of soft and hard
infrastructure.

Students will demonstrate effective oral and written communication skills in the
professional context.
Students will be able to work effectively in teams and demonstrate team-working
capabilities.

CO 4

3
3
3
1
2
2
3
3
3
3
3
1
1
3
3
3
3
1
1
2
1
3
3
3
3
1
3
3
2
2
2
3
3
2
2
3
1
2
2
3
3
3

PO5

PO6

PO7

PO8

PO9

PO10

PO11

PO
12

PO13

Students will demonstrate employability traits in line with the needs of changing
hard and soft urban infrastructure sector.

CO 3

Students will demonstrate sensitivity towards ethical and moral issues and have
ability to address them in the context of urban planning, development and
management including cost effective financing and good governance.

CO 2

Students will exhibit leadership and networking skills.

Students will be able to develop and evaluate alternate managerial choices and identify
optimal solutions.

PO4

Students will exhibit deployable skills pertinent to urban hard and soft infrastructure sector
and smart city development and management.

3
3
3
3
2
2
3
3
3
3
3
1
3
3

Students will exhibit the ability to integrate technical, economic, social and regulatory
frameworks for urban infrastructure sector planning and resource management.

PO 1
PO 2
PO 3
PO 4
PO 5
PO 6
PO 7
PO 8
PSO 9
PSO 10
PSO 11
PSO 12
PSO 13
PSO 14

Students will exhibit the ability to integrate planning, construction & development,
operation & management, financing, regulation and governance of urban infrastructure
projects and facilities.

Students will demonstrate analytical skills to understand issues with remedial solutions
relating to urban infrastructure. of soft and hard infrastructure

PO1

Students will demonstrate effective understanding of infrastructure planning and
development, utility & energy management, urban transportation including metro rail, evehicle with charging and other modes of urban surface transportation, water supply and
sewerage, smart city planning and effective financing urban infrastructure.

Students will demonstrate strong conceptual knowledge and execution in soft and hard
infrastructure planning, development, management, financing, regulation and governance.

CourseOutcomes CO 1

PO14

PIUI
8001

QUalit
y
Manag
ement

2

3

3

2

3

2

1

1

2

3

3

3

2

3

1=weakly mapped
2= moderately mapped
3=strongly mapped

Model Question Paper
Name:
Enrolment No:

Programme: MBA UISC
Time: 03 hrs.

Course: Quality Management
Semester: ODD
Max. Marks:100

Instructions:
Section A (each carrying 2 marks); Attempt all questions from Section B (each carrying 5 marks). Any Two
Questions from Section C (carrying 15 marks). Case Study Section D ( 30 Marks)
Section A ( )
1

DMAIC

2

CO1

5S

[2]
[2]

3

Kaizen

[2]

CO2

4

ISO-9001

[2]

CO2

5

ZED

[2]

6

EFQM

[2]

CO1

7

RADAR

[2]

CO2

8

PDCA.

[2]

CO4

9

OEE

[2]

10

Lean

[2]
SECTION B (Attempt all Questions)

CO5

CO3

CO4
CO2

11

12

13.

1. Draw a Cause and Effect Diagram for any problem observed in day to day life
or in work environment with proper labeling. What is this diagram called and
who first introduced it?
a. Process is under control and variability in process is comparatively
small.
b. Spread is wider but process is still under control.
In a class of 100 students, Lata scored 70 out of 100 in Maths class. If the average score
of the class was 60 marks, what percentage of students scored higher than Lata and what
percentage of students scored lower than Lata? Standard deviation is 15. Use Z values
from the table given.
Calculate Cp for a process of heat treatment where mean soaking temperature is 1246.1OC.
What are the issues if Cp is equal to one? Calculate Cpk for this process. Which is a better
measure of process capability Cp or Cpk and why?
SECTION C (Attempt any Two Questions)

15.
16

CO4

2. Construct control charts with USL, LSL and X for the following cases:

LSL 1235 OC, USL is 1265 OC and σ = 4.86. What happens if Mean shifts to 1255.1 OC?

14.

[5]

What is benchmarking? What are different types of benchmarking? Differentiate between
benchmark and benchmarking. Explain why benchmarking is considered a breakthrough
improvement approach?
You are opening a fast food joint in town. Identify six critical service quality gaps and
offer possible solutions to bridge these gaps.
What are seven types of waste in a manufacturing environment? What is value stream
mapping and how can it help to eliminate waste
SECTION D ( Case Study)
Case Study
Ford’s Drive to Six Sigma Quality
Ford Motor Company began developing its six sigma quality approach, called consumer driven
quality six sigma in 1999. However the company really did not get serious about reclaiming their
motto of 1980s, “Quality is Job1”, until 2001 when ‘JD Power and Associates’ initial quality study
ranked Ford last among the seven big automakers. By 2003, the same survey ranked Ford number
four and found that they were the most improved automaker of the group.
The company now has more than 200 master black belts, 2200 black belts, nearly 40000 green
belts and 3000 project champions. Ford’s training of green, black, master black belt and Project
Champions generally follows the conventional Six Sigma training process. Black Belt training is
hands on and just in time. Each trainee gets one week of full time training per month for 4
months. The Other 3 weeks of the month required that the trainees apply their training to a live
project. Their six sigma teams typically have a member of Management master black belt (MBB)
a black belt (BB) and several green belts (GB) assigned to take on various roles in a project.
BBs are expected to handle 2 to 3 projects at a time. They can choose their own projects but are
asked to choose them carefully to ensure that they contribute to waste elimination or customer
satisfaction improvement. The goal is that at least half of the reduction of ‘things going wrong’
(in Ford speak) will be improved through successful Six Sigma projects. Ford has implemented a
unique project tracking system that has helped to promote organisational learning. The system

[5]

CO2

[5]

CO3

[5]

CO1

[15]

CO4

[15]

CO4

[15]

CO3

[30]

CO3

allows members of project teams to observe what other teams are working on via an internal
database.
Leaders are also expected to hands on involvement as project Champions. Senior leaders are
required to partner with MBBs to run performance cells. These cells are managed similar to a
manufacturing operation and benefit from the technical expertise of the MBB and the
administrative experience of the manager. The process keeps new projects coming in and
ensures that projects that are underway stay on track.
An example of a typical project was the one led by Master Black Belt Pauline Burke. The problem
was recognised after customers complained that body side moulding on the ‘Ford’s Focus’ over
lifting at the edges. It became evident to Burke that the issue was a mega project when the
number of CTQ (Critical to Quality) issues begins to multiply. In total, the project required 9
months to complete compared to the average of 4 months for a typical Six Sigma project at Ford.
Burke and his team followed the DMAIC problem solving process rigorously. The define stage
uncovered four critical issues:
I.

The tape that was designed to secure the moulding was not contacting the car body
enough.
II.
Holes located on the body and used to line up the moulding were too high hitting an
indent on the body sides.
III.
Pressure used to apply the tape was too low.
IV.
The body was not clean enough so the tape was not sticking well.
In the Measure stage, measurements were taken on the location of the holes, flatness of the
moulding, pressure being applied and percent of area being cleaned. Analysis required that team
experts, stakeholders, cycle maintenance personal and Tier 1 and Tier 2 suppliers as well as
management, use the data. They are all seeking to understand the process and to discover ways
in which it could be improved In the stage four of DMAIC, improvements were proposed including
moving holes on the body side down by 2 millimetres, changing moulds for the body side
moulding to ensure flatness and hundred percent contact between the moulding, tape and body
side using optimum pressure to apply the moulding (determined by the design of experiment
process) and replacing the head on the cleaning fixture to ensure optimum cleaning of the body
side.
One element of the Control stage was to monitor the hole locations using routine quality checks.
It was also necessary to ensure that the supplier implemented a new procedure for checking the
mouldings for flatness. Other quality checks were performed to meet specifications for optimum
pressure used to apply the mouldings to the body and to maintain cleaning equipment. The
project resulted in savings of $100,000 and no customer complaints since the improvements
were implemented.
Overall foods Six Sigma approach contributed impressively to the bottom line. More than 6000
projects have been completed in just 3 years and Six Sigma has saved more than $1billion since
its inception. Louise Goeser, Ford’s Vice President of quality, cited a number of benefits of the
company’s Six Sigma effort including improved quality of products, better measurement of
results and success and improved decision making. However, she also noted some challenges
such as selecting projects that are linked to strategic objectives and the company’s revitalization
plan. Ford’s goal is corporate wide adoption of Six Sigma tools and methodology so that everyone
from the CEO down will possess data-driven decision making skills.
The slogan ‘quality is job one’ has been given a new emphasis with the development of three
components operating system to define standards and processes, quality leadership to engage
all employees and consumer driven Six Sigma to be the primary data-driven decision Process.

These elements have helped to integrate Six Sigma into the overall quality program. Finally, the
company plans to continue its emphasis on value creation and its prevention while widening and
deepening deployment. This focus will involve increasing use of designs for six sigma
strengthening ties with suppliers and continued integration of Six Sigma tools, methods and mind
set as a mechanism for delivering results based on corporate objectives.
Based on the above case answer the following questions:
I.

Why do you think that the 2001 ‘JD power and Associates’ results were so poor even
though the company had started its Six Sigma process in 1999.

II.

Why did it take almost twice the average project time in order to complete the food
focus body moulding project what was some possible Technical difficulties
encountered in analysing and correcting the CTQ issues that were uncovered in the
design stage of the project.

III.

A major roadblock in Ford’s Six Sigma effort was employee scepticism how do you think
they overcome it?

