MGMT 180 – Operations Management

Chapters 9, 10, 11 – Total Quality Management

Learning Objectives

· Define and contrast quality control, quality assurance, and total quality management.

· Define and provide examples of different dimensions of product and service quality.

· Describe the key elements of total quality management.

· Describe the major objectives of the Malcolm Baldrige National Quality Awards and explain the evaluation criteria.

· Discuss the quality management philosophies of Deming, Juran, and Crosby.

· List the award categories of the National Quality Awards.

· Explain the purpose of ISO 9000:200 standards.

· Define the four types of quality costs and explain why identifying quality costs are important to quality management.

· Explain the function of each of the seven basic quality tools.

· Describe the Deming’s “plan-do-study-act” cycle for continuous improvement.

· Explain how control charts are used to monitor a process.

· Use and interpret control charts.

· Develop upper and lower control limits for variable and attribute control charts.

· Define “process capability index” and explain its importance.

· Explain the concept of “six sigma.”

Issue to Think About

What specific actions senior mangers should do to promote and implement TQM philosophy in an organization?

