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Total Quality Management has ushered in a new phiosophy into management thinking for successiul running of
organisations, both In the business as well as non-business sectors. I emphasises organisations focus towards
the customer and towards meeiing their needs and aspiations from the supplier. In fact it stretches the
boundaries of customer — suppler to cover not just those involved in a financial ransaction or & business motive
but virtually anyone who is affected by the acts and deeds of an organisation. It focuses on bringing about
continuous improvement in al ts activiies through the involvement and empowerment of employses. Filures are
o more accepted and defect fres delivery of praciuction and services underiines the standard st by TQM!

While some of these concepts may not be completely new to the traditional Indian way of viewing customer and
qualiy, they have not found their due place In the strategies and actions of Indian organisations. Consequently,
India has lacked an Intemational outiook and lacked behind in performance with respect to Interational levels.
‘The awakening of Indian management to these realities has resulted in a refreshingly different outiook towards
quality and customer by the Indian business organisations, with some of them already achieving Intemational
recognition and rewards. On the whole though India has a long way to go to reach the performance level that not
only the most advanced nations have reached but also those achieved by many of our Asian neighbours.

Objectives and Contents :

The course aims to give a broad understanding of the various concepts and techniques used in TQM. Tho
coverage includes : Qualty Concepts in Production and Service Systems; the Economics of Quaily. Qualty
Gurus and their Qualiy Management Phiosophies; Juran's Triokogy of Quality Planning, Control and
Improvement; Planning for Qualy Assurance; Organising for Quality; Controling for Queity; Qualty Improvement
and Problem Soiing (Tools and Techniques used); Human Resource Management and Total Employee
Involvement in TQM; Statistical Methods in Qualty Assurance; Inspection and Measurement; Qualiy in Product
and Process Design; Statistical Process Control and Total Productive Maintenance.

Key Topics

+ TQM-An Overview

* Company Wide Quality Management

* Measurement of Quality (including COQ; CSF approach)

« Tools for Quality Improvement (includes seven management & QC taols)
+ Problem Solving

* Employee Involvement and Empowerment

« Statistical process Control

* Qualty Function Deployment (voice of the customer)

« Taguchi Techniques
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« IS0 9000 Quality Assurance System : A basic understanding
« Total Productive Maintenance (TPM)

Evaluation :
1. Projects & Assignments (Group Component) 35%
2. Exams (Individual Component)
Quiz (any time) 2%
End Term 0%

The course will be covered mainly through lectures, experience sharing sessions, workshops and project related
presentations. Projects and assignments will be given a significant weightage. Creativity will be encouraged. You
are free to work either in a group or s an individual. Details of the group component will be discussed in class.
‘The individual component comprises of one End Term exam and may include one or two surprise quiz anytime
during the term. I Gase we don't have a surprise quiz then the weightage will be passed on to the End Term.
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	Session
	TOPICS
	READINGS/ REFERENCES

	Session 1

Session 2

Session 3
	TQM CONCEPTS AND OVERVIEW

· Understanding Quality

      Five Approaches to Defining Quality

· Quality in Facts & Perception

· Historical Overview and Emerging Trends

· Quality Gurus and their Approaches

· Quality of Design Vs Quality of Conformance

· Push-Thru’ Vs Pull Thru’ systems

· Juran’s Quality Trilogy

· The 3 Focus areas of TQM

· QUALITY MANAGEMENT PRINCIPLES     


	1. Text : Chapter 1

2. “What does Product Quality Really Mean?  - David A Gavin

3. “A Note on Quality : The Views of  Deming, Juran and Crosby” - Harvard Business School.

4. Text : chapter 5

5. ISO 9000:2000 Standard

6. Class Notes

7. Reference : “Quality Control Handbook”  - Juran and Gryna



	Session 4

Session 5

Session 6
	CUSTOMER FOCUS

· Customer Concepts - Who is a Customer

· Voice of The Customer 

      10 Commandments of Good Customer Service

      Vs Mahatma Gandhi’s 5 Golden Principles

· Measuring Customer Satisfaction – 

      Complaints Vs Satisfaction

      Customer Satisfaction Vs Delight 

· Customisation/ Mass Customisation

· Service Quality considerations

· Quality Function Deployment
	1. Text : Chapter 3

2. Class Notes

3. Text : Chapter 15 

4. “Adding Zip to Product Development : Concurrent Engineering Methods and tools”  - Morgan L Swink 



	Session 7

Session 8

Session 9
	PROCESS FOCUS

· Genesis of Process Focus

      Quality Control to SPC/ CWQC/ TQM

· Control Vs Improvement

· ISO 9000 in Process Standardisation and Improvement

· Process Capability and Six-Sigma

· Taguchi Loss Function

· Business Process Benchmarking

· FMEA/ FMECA

· Process Improvements & KAIZEN

· Improvements to Innovation

· POKA-YOKE
	1. Text : Chapter 10

2. ISO 9000:2000, ISO 9001:2000

3. ISO 9001 AP Group – Sydney Model

4. “A Note on Quality: The Views of Deming, Juran and Crosby”  - HBS 

5. Text : Chapter 5

6. “The Evolution of Six Sigma”  - Jim Folaron

7. “DOE : A Potential Analytical Tool”  - Christopher Nachtsheim

8. Text : Chapter 8

9. Text : Chapter 14

10. Text : Chapter 5

	Session 10

Session 11

Session 12
	TOOLS FOR QUALITY CONTROL/ IMPROVEMENT

· Juran’s Diagnostic-Remedial Journeys

· P-D-C-A / QC Story / DMAIC

· Organised Problem Solving

· PS TOOLS

· Brainstorming

· Basic 7 Tools

· 7 Management Tools

· Force Field analysis; Risk Analysis
	1. “Quality Control Handbook” _Juran & Gryna

2. “Continuous Improvement : Methods and Madness” – A J Peterson & R J Reid

3. “How to Measure Continuous Improvement”  - D K Wetzel & G P Manul

4. Quality Improvement Tools

(Text : Chapter 17 & 18)

5. Class Notes



	Session 13

Session 14


	TOTAL PRODUCTIVE MAINTENANCE

· What is TPM

· Genesis of TPM and Hienrich’s Triangle

· Six Major Categories of Losses

· Pillars of TPM

· Jishu Hozen(Autonomous Maintenance)

· Kobetsu Kaizen (Focused Improvement)

· Other Pillars

· TPM Vs TQM


	1. Text : Chapter 16

2. “ How is TPM Different?”  - Terry Wireman

3. Class Notes



	Session 15

Session 16
	QUALITY MEASUREMENT
· Why Measure Quality Costs?

· The 3 Ms – Muri (Strain), Mura (Discrepancy) & Muda (Waste)

· Cost of Poor Quality

· Quality Excellence Models
	1. “The Tip Of The Iceberg”  - J A DeFeo

2. “ COQ : Which Collecting System Should be Used?”  - Gary Zimac

3. “Quality is Free” – Phil Crosby

4. 

	Session 17

Session 18
	PEOPLE FOCUS
· Soft Vs Hard Route to Quality

· Employee Involvement & Competency

· Empowerment

· Role of Quality Circles

· Overview of BPR
	

	Sessions

19 and 20

 
	To accommodate Spillovers due to activities related to Interactions/ Case Studies

Project Proposals and Guidelines 
	

	15-20 Dec ‘04
	END TERM EXAMS (CLOSED BOOK)
	


Text: Total Quality Management - by Dale H. Besterfield and others. Pearson Education, 3rd. Edition, 2004.
