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1. Course Description
This course deals in developing concepts, knowledge and skills for an integrated approach to quality management, which should effectively lead to achieving excellence in business. The content of this course covers the strategic aspects (through the business excellence models) as well as operational aspects (through problem solving tools, SPC, Six Sigma and Lean methodologies). 

2. Student Learning Outcomes (typically 3-5 bullet points)

· Be able to develop in-depth understanding of “WHAT, WHY & HOW“ aspects of Total Quality Management as Structured Business Initiatives in major functional areas of business and at different levels in an organization, 
· Be able to view quality from a variety of functional perspectives and in the process, gain a better understanding of the challenges associated with improving quality of a product or service, improving capability of a process, and….

· Be able to appreciate and apply some of the quality related tools (including six sigma approaches) as utilized in product and service environments. 
3. Required Text Books and Reading Material

· Total Quality Management by John S Oakland,  Butterworth Heinemann

· Six Sigma Hand book, By, Thomas Pyzdek; (Tata McGraw-Hill)

· Fundamentals of Quality Control & Improvement by Amitava Mitra. 

· Juran’s Quality Handbook by J M Juran 
· Introduction to SQC - Douglas C Montgomery. 

· Managing for Quality and Performance Excellence, (9th Edition) by James R. Evans, William M. Lindsay, Cengage 

· Total Quality Management (TQM) (5e) by Besterfield Dale et.al. Pearson Paperback (2018).
4. Tentative Session Plan

	Session Number
	Topics/Activities
	Reading/case list etc.

	 1-2
	Introduction to Quality and Total Quality Management, Johari window, Fundamentals and discussion on some well-known Quality Gurus & their thoughts
	 

	3-4
	Strategic Policy Management, Balanced Score Card & other tools to cascade strategy
	 

	5-6
	Measurement of Customer Satisfaction, Service Quality Model (SERVQUAL) and others. COPQ – Loss function.
	 

	7-8
	Process Management and understanding variation & its role, FMEA
	 

	9-10
	Basic and Management seven tools
	 

	11-15
	Statistical Process Control and Control Chart, MSA, Acceptance Sampling Plans
	 

	16-18
	Lean , Six Sigma and Lean Six Sigma
	 

	19-20
	ISO 9000:2015, TQM (Business Excellence) Models and Quality Awards
	 


5. Evaluation

· Quizzes: 30%
· End term Exam: 30% 
· Assignments & case discussions: 30%
· Course Participation: 10% 
6. Academic Integrity: As per policy of the institute 

