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Course Description

Aiming to achieve quality excellence and customer satisfaction are of paramount importance for the management of a successful company. TQM is a guiding philosophy which helps us to achieve this.     

Format of the Course: 

Our text hand book is used as a framework and an outline to give structure to this study. It includes the majority of concepts needed for a basic understanding and offers many different learning styles and methods. New material is introduced in chapter study, recommended readings and in-class exercises. Thoughtful students will do a lot of outside reading and pondering in this class. Classroom discussion will take a logical approach to support and challenge the 'best practices' as they apply to total quality management. Using a mix of case studies, class discussions and practical examples of world famous companies, the course will emphasize the concepts underlying Total Quality Management, providing a flavor for the challenges facing Business managers. Within this hierarchical decision framework, we will address the important levers for managing companies—inventories, facilities, planning, and processes etc
Instructional Goals (or Course Objective) 

 By the end of the course, you will have honed the following skills: 

1.
To understand principles of Total Quality Management. 


2.
To identify quality techniques for quality assurance & improvement.


3.
To understand the overall objectives of Quality Management for production, 



processing and services..


4.
To trace out the customer satisfaction, employee empowerment, Bench marking, 


Quality Function Deployment.


5.
To impart comprehensive information about Team Building, Statistical Tools, and 


Management Tools.

Course (Student) Objectives 

· Ability to analyze and understand various quality practices..

· Understanding of Quality Management Systems for organizations.

· Understanding of statistical quality tools for process improvement and productivity enhancement.
· Comprehensive understanding of quality management tools, techniques and methods for process improvement and customer satisfaction. .

· Understanding of useful models for deciding how a company can reduce the cost while selecting Cost of Quality and Performance Indicators.

Course Content (or Course Outline) 

Session 1 : Introduction and Implementation Obstacles
One-to-one introduction

Course Introduction, Teaching & Assessment Methodology

Distribution of class notes, sharing the evaluation criteria and marking scheme.
A Brief History of Quality and basic definitions of the quality.
Reading:  Text Book 1and Text Book 2
Topic for discussion: Customer Supplier Model and its role in In Built Quality
Learning Outcomes

The main learning objective of the reading is to develop and prepare students for the Built in Quality and highlight the power of customer supplier model what are key elements are necessary for the role of better quality. Class activity for the Customer Supplier Model and Skill Development Exercises
Session 2: Leadership Role and Phases of Quality 
Reading:  Text Book 1and Text Book 2
Topic for discussion: Design and Develop the Customer Supplier Model on the basis of Phases of Quality
Learning Outcomes

The key learning objective of the reading is to share the leadership role and phases of Quality Development. Each phase contains the different Key Quality Elements and its role to develop the quality in the organization. Skill Development Exercise for vendor evaluation. List down tools for process improvement. Design the framework of TQM on the basis of Quality Management Practices with respect to Expresspac

Session 3: Customer Driven Approach
Reading:  Text Book 1and Text Book 2
Topic for discussion: Customer Driven Approach
Learning Outcomes

The key learning objective of the reading is to highlight the power of customer and develop the importance of customer. Who is customer what are types of customers and prepare students to identify customer requirements, customer survey and customer feedback to improve quality and processes. Class activity Design a programme towards customer focus and satisfaction that interacts with Management of Process. 
.

Session 4: Team Building and Employee Involvement
Reading:  Text Book 1and Text Book 2
Topic for discussion:  Organization for Quality and Quality Improvement Teams
Learning Outcomes:
The purpose of this chapter is to understand the role of involved and motivated employee. Recognition and reward system motivate employees who ultimate contribute for system development. 
Session 5: Organization for Quality and Quality Improvement Teams

Reading:  Text Book 1and Text Book 2
Topic for discussion:  Organization for Quality and Quality Improvement Teams
Learning Outcomes

The purpose of this chapter is to learn the power of team synergy for quality improvement. Different QIT models of the organizations will be discussed to comprehend the topic well. Develop the QIT for system improvement
Session 6: Problem Solving Tools and Continues Improvement
Reading:  Text Book 1and Text Book 2
Topic for discussion: PDCA, Kaizen
Learning Outcomes

PDCA Cycle, Problem Solving Tools and Kaizen are powerful initiatives for continuous improvement. Different companies adopt different initiatives depending upon the company  understanding and its contribution. 
Session 7: Supplier Relationship Management
Reading:  Text Book 1and Text Book 2
Topic for discussion: Supplier Evaluation System
Learning Outcomes

Supplier Partnership, sourcing, selection and evaluation criteria play key role to develop strong supplier development and supplier certification system. In this session we learn the importance of Supplier relationship management for TQM.
Session 8:  Mid Term Exam
Session 9: Performance Measures
Reading:  Text Book 1and Text Book 2
Topic for discussion: Performance Measures
Learning Outcomes

In this session we learn the different performance measures and realize the importance of key performance indicators for quality improvement. Identify the list of measures and share it.
Session 10: Cost of Quality
Reading:  Text Book 1and Text Book 2
Topic for discussion: Cost of Quality Model
Learning Outcomes

In this session we learn the basics of cost of quality model. We also learn how we can develop and design the Cost of Quality Model for any organization. Exercises and examples of different organizations will help students to learn well

Session 11: ISO 9001 Quality Management System
Reading:  Guided Material
Topic for discussion: QMS
Learning Outcomes

In this session we understand the basic of Quality Management System and its clauses of QMS Systems. 
Session 12: Bench Marking 
Reading:  Text Book 1and Text Book 2
Topic for discussion: Benchmarking
Learning Outcomes

What is bench marking how we can bench mark for product, process and system for improvement purpose? Bench marking process and pitfalls of benchmarking are discussed in this session. 
Session 13 and Session 14: Statistical Process Control Tools
Reading:  Text Book 1and Text Book 2
Topic for discussion: Seven Basic Tools
Learning Outcomes

In this session we are going to learn seven basic tools for process improvement. We will conduct exercises of each tool to comprehend the tools so that we can apply in work place.
 Session 15: Project Presentations
Recommended Book (s) & Text:

1.
Total Quality Management By Dale. H Besterfield
2.
Quality Management A customer Driven Approach by Prof. Dr. Abdul Raouf and Ijaz 
Yusuf 
published by UMT Press 2013

3.
Cases in Total Quality Management By John S. Oakland & Leslie J. Porter

4. 
Lecture notes

REFERENCE BOOKS

1.
Introduction to Total Quality  By David L. Goetsch & Stanley B. Davis

2.
Quality Control By Kamran Moosa

3.
Quality Planning and Analysis By Juran / Gryne

4.
Practical Guide to ISO 9000 By Kamran Moosa.

E-Resources:

http://moodle.umt.edu.pk/
ASSESSMENT METHODOLOGY

	Case Discussion
	10 %

	Quizzes 
	15 %

	Assignments
	10 %

	Term Project
	15 %

	Mid Term Exam
	20 %

	Final Term Exam
	30  %

	Total
	100 %


CALENDAR OF ACTIVITIES
	Session
	Topics
	Reading
	Activities

	1
	Introduction of Quality Concepts and Deming Philosophy, Deming 14 Points and Implementation Obstacles.

	Chapter 1
	

	2
	Leadership Concepts, Core Values of Concepts.  Phases of Quality
	Chapter 2
	Class Activity

	3
	Who is customer, Types of Customer, Customer Perception About Quality, Customer satisfaction,  Customer Feedback, Customer Complaints, Customer Satisfaction, Customer Driven Approach
	Chapter 2, Chapter 3 and Chapter 6
	Class Activity

	4
	Employee Involvement, Motivation, Empowerment, Teams,  Suggestion System, Recognition and Rewards
	Chapter 1 Chapter 3 and chapter 4
	Class Activity, Business Game

	5
	Continuous Process Improvement,  Organizing for Quality
	Chapter 1 Chapter 3 and chapter 4
	Assignment

	6
	CPI-Types of Problems, PDCA Cycle, Problem Solving Method, Kaizen
	Chapter 1
	

	7
	Supplier Partnership, Sourcing, Supplier Selection,  Principles of Customer / Supplier Relations,  Supplier Certification, Supplier Rating, Relationship Development  
	Chapter 1
	Quiz

	8
	Mid Term
	
	

	9
	Performance Measures- Introduction, Basic Concepts
	Chapter 1 and Chapter
	Assignment

	10
	Cost of Quality
	Chapter 6
	Class Activity

	11
	Introduction to ISO 9001 Basic Concepts and Clause wise Explanation
	Guided Material
	Quiz

	12
	Introduction to Benchmarking, Definitions, Reason to Benchmark, Benching Process and Current Performance
	
	Class Activity

	13
	SPCT- Checks sheets, Graphs, Pareto Chart, Scatter Diagram,  Fish Bone Diagram
	
	Exercises

	14
	SPCT- Histograms, Control Chart
	Guided Material
	Exercises

Quiz

	15
	Project Presentation
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