
“Introduction to Quality Management”.

: The Total Quality Approach To Quality Management

Topic Objective:

At the end of this topic student would be able to:

 Learn about project manager

 Learn about Process Approach

 Learn about key Skills of Project Managers

 Learn about Project Management Fundamentals

 Learn about Leadership Skills

 Learn about qualities of Successful Project Managers

Definition/Overview:

Process Approach: Executing consists of the processes used to complete the work defined in the

project management plan to accomplish the project's requirements. Execution process involves

coordinating people and resources, as well as integrating and performing the activities of the

project in accordance with the project management plan. The deliverables are produced as

outputs from the processes performed as defined in the project management plan.

Key Points:

1. Monitoring and Controlling

Monitoring and Controlling: consist of those processes performed to observe project execution

so that potential problems can be identified in a timely manner and corrective action can be

taken, when necessary, to control the execution of the project. The key benefit is that project
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performance is observed and measured regularly to identify variances from the project

management plan.

 Measuring the ongoing project activities (where we are);

 Monitoring the project variables (cost, effort,) against the project management plan and

the project performance baseline (where we should be);

 Identify corrective actions to properly address issues and risks (How can we get on track

again);

 In multi-phase projects, the Monitoring and Controlling process also provides feedback

between project phases, in order to implement corrective or preventive actions to bring the

project into compliance with the project management plan.

 Project Maintenance is an ongoing process, and it includes:

 Continuing support of end users

 Correction of errors

 Updates of the software over time

In this stage, auditors should pay attention to how effectively and quickly user problems are

resolved. Over the course of any construction project, the work scope changes. Change is a

normal and expected part of the construction process. Changes can be the result of necessary

design modifications, differing site conditions, material availability, contractor-requested

changes, value engineering and impacts from third parties, to name a few. Beyond executing the

change in the field, the change normally needs to be documented to show what was actually

constructed. This is referred to as Change Management. Hence, the owner usually requires a

final record to show all changes or, more specifically, any change that modifies the tangible

portions of the finished work. The record is made on the contract documents usually, but not

necessarily limited to, the design drawings. The end product of this effort is what the industry

terms as-built drawings, or more simply, asbuilts. The requirement for providing them is a norm

in construction contracts.

When changes are introduced to the project the viability of the project has to be assessed again. It

is important not to lose sight of the initial goals and targets of the projects. When the changes

accumulate, the forecasted end result may not justify the proposed investment. Closing includes
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the formal acceptance of the project and the ending thereof. Administrative activities include the

archiving of the files and documenting lessons learned. Closing phase consists of two parts:

 Close project: to finalize all activities across all of the process groups to formally close

the project or a project phase

 Contract closure: necessary for completing and settling each contract, including the

resolution of any open items, and closing each contract applicable to the project or a project

phase.

A project manager is a professional in the field of project management. Project managers can

have the responsibility of the planning, execution, and closing of any project, typically relating to

construction industry, architecture, computer networking, telecommunications or software

development. Many other fields in the production, design and service industries also have project

managers.

Construction project managers in the past were individuals, who worked in construction or

supporting industries and were promoted to foreman. It was not until the late 20th century that

construction and Construction management became distinct fields. Until recently, the industry

lacked any level of standardization, with individual States determining the eligibility

requirements within their jurisdiction. However, several Trade associations based in the United

States have made strides in creating a commonly-accepted set of qualifications and tests to

determine a project manager's competency. The Project Management Institute has made some

headway into being a standardizing body with its creation of the Project Management

Professional (PMP) designation.

The Constructor Certification Commission of the American Institute of Constructors holds

semiannual nationwide tests. Eight American Construction Management programs require that

students take these exams before they may receive their Bachelor of Science in Construction

Management degree, and 15 other Universities actively encourage their students to consider the

exams.

The Associated Colleges of Construction Education, and the Associated Schools of Construction

have made considerable progress in developing national standards for construction education

programs.-

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

3
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



 Review the different roles played by the project manager

 Review the key skills every project manager should possess

 Learn why some project managers are much more successful than others

 Understand the common mistakes made by many project managers

The project manager has many activities to perform, challenges to overcome, and responsibilities

to uphold over the life of a project. Depending on your individual experiences, your industry

background, and the manner in which project management has been implemented, this review

may have been quite enlightening to you.

To ensure that we have a common understanding on what a project manager does, we'll review

the different roles a project manager plays over the life of a project, and we'll discuss the

prerequisite skills that are needed to perform those roles. Most importantly, we'll accelerate your

learning curve by sharing the characteristics of successful project managers and the common

mistakes made by many others. You've likely heard many of the analogies before to describe the

role of project manager the "captain" of the ship, the "conductor" of the orchestra, the "coach" of

the team, the "catalyst" of the engine, and so on. There's truth and insight in each of the

analogies, but each can be incomplete as well. To gain better understanding of what a project

manager does, let's briefly discuss each of the key roles played by the project manager:

Planner ensures that the project is defined properly and completely for success, all stakeholders

are engaged, work effort approach is determined, required resources are available when needed,

and processes are in place to properly execute and control the project.

While there is a broad range of skills needed to effectively manage the people, process, and

technical aspects of any project, it becomes clear there is a set of key skills that each project

manager should have. While these skill categories are not necessarily exclusive of each other,

let's group them into five (5) categories to streamline our review and discussion:
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1.1 Project Management Fundamentals

The "science" part of project management, covered in this book, including office

productivity suite (such as Microsoft Office, email, and so on) and project management

software skills.

1.2 Business Management Skills

Those skills that would be equally valuable to an "operations" or "line-of-business"

manager, such as budgeting, finance, procurement, organizational dynamics, team

development, performance management, coaching, and motivation.

1.3 Technical Knowledge

The knowledge gained from experience and competence in the focal area of the project.

With it, you greatly increase your "effectiveness" as a project manager. You have more

credibility, and you can ask better questions, validate the estimates and detail plans of

team members, help solve technical issues, develop better solutions, and serve more of a

leadership role.

1.4 Key Skills of Project Managers

While there is a broad range of skills needed to effectively manage the people, process,

and technical aspects of any project, it becomes clear there is a set of key skills that each

project manager should have. While these skill categories are not necessarily exclusive of

each other, let's group them into five (5) categories to streamline our review and

discussion:
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1.5 Project Management Fundamentals

The "science" part of project management, covered in this book, including office

productivity suite (such as Microsoft Office, email, and so on) and project management

software skills.

1.6 Business Management Skills

Those skills that would be equally valuable to an "operations" or "line-of-business"

manager, such as budgeting, finance, procurement, organizational dynamics, team

development, performance management, coaching, and motivation.

1.7 Technical Knowledge

The knowledge gained from experience and competence in the focal area of the project.

With it, you greatly increase your "effectiveness" as a project manager. You have more

credibility, and you can ask better questions, validate the estimates and detail plans of

team members, help solve technical issues, develop better solutions, and serve more of a

leadership role.

1.8 Communication Skills

Since communication is regarded as the most important project management skill by

PMI, I felt it was important to separate these out. Skills included in this category would

include all written communication skills (correspondence, emails, documents), oral

communication skills, facilitation skills, presentation skills and the most valuableactive

listening. Active listening can be defined as "really listening" and the ability to listen with

focus, empathy, and the desire to connect with the speaker.
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1.9 Leadership Skills

This category overlaps with some of the others and focuses on the "attitude" and

"mindset" required for project management. However, it also includes key skills such as

interpersonal and general "people" skills, adaptability, flexibility, people management,

degree of customer-orientation, analytical skills, problem-solving skills, and the ability to

keep the "big picture" in mind.

2.0 Qualities of Successful Project Managers

Given the many roles played by a project manager, the broad range of skills needed, and

the inherit challenges in successfully delivering a project, we need to find ways to

accelerate the learning process. Two key ways to accelerate our learning: understanding

the qualities of successful project managers and understanding the common mistakes

made by project managers.

Successful project managers do not share personality types, appearances, or sizes, but

they do share three important features. They excel in at least two of the five key skill

categories (Project Management Fundamentals, Business Management Skills, Technical

Knowledge, Communication Skills, and Leadership Skills) and are either "good enough"

in the other categories or staff their teams to compensate for their deficiencies.

2.1 Quality and Global Competitiveness

o I believe that the only winning global strategy is one based on Quality or Total

Quality Management (TQM). The Japanese have proven this time and again. The

survivors who will withstand any global force now and in the future will be

companies whose focus or obsession is one and only one: Quality. TQM puts the

customer on top of everything. Systems and strategies of TQ c

o ompanies are based on the unchanging beliefs that "the customer is king and the

customer is always right." TQM also guides them on which opportunity to grab and
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which problems to solve first. TQ companies have this constancy of purpose,

regardless of global trends and threats. Constancy of purpose is the first quality

commandment of the late great quality guru, the patron saint of Japanese

businessmen: Dr. Edwards Deming. . Big global companies that forget the customer

and quality are bound to fail from the very beginning, and the experience is going to

be expensive if not fatal. And the bigger they are, the harder they fall.

o Sophisticated strategies based on costs, comparative advantage, technology,

economies of scale, past experience, novel management concepts and paradigms are

bound to fail if the company sells the wrong product or service to the wrong

customer. Global competitiveness starts with quality competitiveness and ends with

quality competitiveness. We should become quality competitive, before we strive to

be price competitive, cost competitive, or technologically competitive. We have to

strive for quality, before we even strive for profits. If we concentrate on quality,

everything else follows : delighted customers, lower cost, lower inventories,

motivated employees, higher sales and profits. Not surprisingly, because of the

substantial cost of making mistakes in quality - called quality cost - which on the

average is 30% of sales, TQ companies discover that by improving quality, they can

cut down cost dramatically. With improved quality, even without any increase in

sales, companies have doubled or tripled their profits.

o The airline industry can also teach us a lesson in quality management. Big

American airlines like United and Northwest which are losing billions of dollars are

now reassessing their hub-and-spoke strategies which based on load factor and

economies of scale of the Jumbo jet. Hub-and-spoke means passengers will have

more transits and stopovers just to get their destination. It may be ideal for parcels,

but not for people. Passengers want convenience and speed, not load factors; they

believe that the shortest distance between two points is a straight line, not a spoke. So

they are flying the smaller but profitable Southwest Airlines which caters to point-to-

point passengers.

o A major reason for the low market shares of American cars in Japan is that they are

of the wrong size, and the steering wheel is on the wrong side. The American
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carmakers find it expensive to produce and modify cars for the Japanese market.

European car makers are much more pragmatic and successful in penetrating this

tough market. Low cost and advanced technology will not translate to

competitiveness and profitability if products are of inferior quality and service is

slow, because there will be no sales.

o As regional blocs remove economic boundaries and tariff barriers, there will be

only one type of competition - global competition. Even local companies selling

locally will have to compete globally with the onrush of high quality and cheap

imported goods from neighboring nations. Dr. George Yip, author of Total Global

Strategy, cites increasing travel, global advertising, and convergence of lifestyle as

strong drivers which increase the demand for standardized products world wide. The

quality challenge is to have consistency and sameness in all products and services

sold anywhere in the world; these require rigid processes, systems, and training. It is

easy to do something right, but it is difficult to it right all the time in all places.

Standardization is relatively easy with Coke which tastes the same anywhere in the

world since the syrup comes only from one source. It is tougher to do this with

McDonalds hamburger since raw materials and labor will have to be sourced locally.

Nevertheless, there are no surprises and we are guaranteed that the Big Mac in

Moscow, Manhattan, or Manila should taste the same. The bigger challenge is how to

standardize service. Euro-Disney is finding it difficult for French employees to be as

smilingly friendly as their American counterparts.

o Standardization and convergence of tastes do not mean we are back in Henry

Ford's days when he said "The customer can have a car with any color he wants, as

long as it is black." It is foolhardy to standardize tastes, and design products and

services based on the average consumer. Competition and increase in purchasing

power can make consumers expect more variety , more models from more and more

competing suppliers. Convergence of tastes means consumers all over the world will

want to choose from the same set of products; but they expect the set to consist of

many types and models from which they can choose their own combination. This is

what I call variety within uniformity. The quality challenge here is how to
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continuously innovate products and come up with many models with small lots, short

lead time, and deliver them anywhere in the world without excessive cost to the

customer. Flexible manufacturing systems and just-in-time systems were designed to

meet this challenge.

o By using only one rule - what the customer wants - TQ companies easily decide

whether to standardize or customize products in one country. For traditional

companies, which have many priorities and criteria, it may be a complicated guessing

game, or at most a calculated risk, subject to fine tuning or expensive correction later

on. There are no hard and fast rules. But there is only one rule: the rule the customer

makes and follows. Whether a standardized or customized product/service will sell

depends on the customer, not the company making it. The only strategy that will work

is one that can satisfy customer's needs and quality expectations better than the

competitor. While there is such a thing as global market, there is no such thing as a

global customer which wants a global product with a global quality. For a particular

product, each customer in each country is a unique situation. Success of a standard

product in the home market is not always a guarantee of success in the global market.

o Some say the ability to adapt is a strength. But to be adaptive or reactive in the

global market can be a very risky and expensive exercise - because of the size of

investment, distance, and long lead times. Adaptation means you have to modify

products and processes after learning painfully what customers really want. Before

P&G's Pampers became the best selling disposable diaper in Japan, it learned an

expensive lesson and was almost driven out of the Japanese market when it sold the

unmodified American diaper which was thick and bulky. P&G realized much later

that the Japanese housewives change their baby's diaper twice as often as the

American housewives, and want a slimmer and more compact diaper because of

limited space in the tiny Japanese houses.

o TQ companies have learned to be proactive and sensitive to customer needs,

especially in the ruthless and far-flung international markets. They thoroughly study

and anticipate consumer needs before launching or exporting their product - to satisfy

their customer right the first time. They design products by thinking like the customer
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and with the customer. Sony developed the highly successful Walkman for the

Japanese consumers by focusing on the limited space in typical Japanese homes

which cannot accommodate large appliances. The Walkman was also a hit in the U.S.

Though Americans have much bigger homes, the Walkman appealed highly to their

need for individual privacy.

o After quality is attained and assured, the TQ company operating globally,

dramatically cuts its cycle times like product development time, customer order

processing time, manufacturing lead time, set-up time. Cycle time reduction greatly

enhances product innovation, and product delivery, and manufacturing flexibility --

thus increasing competitiveness. With the rapid and unforeseeable changes in global

demand and tastes, short cycle times are a great advantage, since you can adapt to

changes rapidly with minimum loss, minimum inventory, and minimum obsolescence

of products. You do not have to depend on accurate forecasts and a 20-20 vision of

the future.

o Traditional mass production systems are designed to produce big batches of the

same model, because of economies of scale and long set-up times. In a dynamic

global environment, this system is uncompetitive and can be fatal because you may

suddenly get stuck with very high inventory of models and products customers don't

want anymore. Global competitiveness can only be achieved by world class

manufacturing systems like flexible manufacturing systems and Just-in-time systems

which can produce high variety of products with small lot sizes and short changeover

times.

o In the Toyota factory in Japan, you can see cars of different models and colors

alternate and flow in the same production line. The just-in-time system has made

Toyota the benchmark of all other car companies in the world. In Japan, the growing

trend in some industries, like metalworking, is to offer customers a "minimum order

of one piece" at no extra charge. The assured formula for failure in the export market

is to have long lead times, large minimum orders, with little or no product variety.

With short lead times and set-up times, a lean and mean manufacturer can satisfy

even "unreasonable" customers who frequently change their minds and their orders
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with short notice. TQ companies look at unreasonable customers as a gold mine,

since competitors do not want to serve them.

2.2 Strategic Management: Planning and Execution.

Strategic management is the art, science and craft of formulating, implementing and

evaluating cross-functional decisions that will enable an organization to achieve its long-

term objectives. It is the process of specifying the organization's mission, vision and

objectives, developing policies and plans, often in terms of projects and programs, which

are designed to achieve these objectives, and then allocating resources to implement the

policies and plans, projects and programs. Strategic management seeks to coordinate and

integrate the activities of the various functional areas of a business in order to achieve

long-term organizational objectives. A balanced scorecard is often used to evaluate the

overall performance of the business and its progress towards objectives.

Strategic management is the highest level of managerial activity. Strategies are typically

planned, crafted or guided by the Chief Executive Officer, approved or authorized by the

Board of directors, and then implemented under the supervision of the organization's top

management team or senior executives. Strategic management provides overall direction

to the enterprise and is closely related to the field of Organization Studies. In the field of

business administration it is useful to talk about "strategic alignment" between the

organization and its environment or "strategic consistency". According to Arieu (2007),

"there is strategic consistency when the actions of an organization are consistent with the

expectations of management, and these in turn are with the market and the context."

Strategic management is an ongoing process that evaluates and controls the business

and the industries in which the company is involved; assesses its competitors and sets

goals and strategies to meet all existing and potential competitors; and then reassesses

each strategy annually or quarterly [i.e. regularly] to determine how it has been

implemented and whether it has succeeded or needs replacement by a new strategy to

meet changed circumstances, new technology, new competitors, a new economic

environment., or a new social, financial, or political environment. (Lamb, 1984:ix)
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Strategic management is a combination of three main processes which are as follows (as

documented by Lemon Consulting)

2.3 Strategy formulation

o Performing a situation analysis, self-evaluation and competitor analysis: both

internal and external; both micro-environmental and macro-environmental.

o Concurrent with this assessment, objectives are set. These objectives should be

parallel to a timeline; some are in the short-term and others on the long-term. This

involves crafting vision statements (long term view of a possible future), mission

statements (the role that the organization gives itself in society), overall corporate

objectives (both financial and strategic), strategic business unit objectives (both

financial and strategic), and tactical objectives.

o These objectives should, in the light of the situation analysis, suggest a strategic

plan. The plan provides the details of how to achieve these objectives.

o This three-step strategy formulation process is sometimes referred to as

determining where you are now, determining where you want to go, and then

determining how to get there. These three questions are the essence of strategic

planning. I/O Economics for the external factors and RBV for the internal factors.

2.4 Strategy implementation

o Allocation and management of sufficient resources (financial, personnel, time,

technology support)

o Establishing a chain of command or some alternative structure (such as cross

functional teams)

o Assigning responsibility of specific tasks or processes to specific individuals or

groups
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o It also involves managing the process. This includes monitoring results, comparing

to benchmarks and best practices, evaluating the efficacy and efficiency of the

process, controlling for variances, and making adjustments to the process as

necessary.

o When implementing specific programs, this involves acquiring the requisite

resources, developing the process, training, process testing, documentation, and

integration with (and/or conversion from) legacy processes.

o In order for a policy to work, there must be a level of consistency from every

person in an organization, including from the management. This is what needs to

occur on the tactical level of management as well as strategic.

2.5 Strategy evaluation

o It's extremely important to conduct a SWOT analysis to figure out the strengths,

weaknesses, opportunities and threats (both internal and external) of the entity in

question. This may require to take certain precautionary measures or even to change

the entire strategy.

o In corporate strategy, Johnson and Scholes present a model in which strategic

options are evaluated against three key success criteria:

o Suitability (would it work?)

o Feasibility (can it be made to work?)

o Acceptability (will they work it?)

o Suitability deals with the overall rationale of the strategy. The key point to consider

is whether the strategy would address the key strategic issues underlined by the

organisation's strategic position.

o Does it make economic sense?
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o Would the organisation obtain economies of scale, economies of scope or

experience economy?

o Would it be suitable in terms of environment and capabilities?

2.6 Feasibility

o Feasibility is concerned with the resources required to implement the strategy are

available, can be developed or obtained. Resources include funding, people, time and

information.

o Tools that can be used to evaluate feasibility include:

o cash flow analysis and forecasting

o break-even analysis

o resource deployment analysis

2.7 Acceptability

o Acceptability is concerned with the expectations of the identified stakeholders

(mainly shareholders, employees and customers) with the expected performance

outcomes, which can be return, risk and stakeholder reactions.

o Return deals with the benefits expected by the stakeholders (financial and non-

financial). For example, shareholders would expect the increase of their wealth,

employees would expect improvement in their careers and customers would expect

better value for m oney.

o Risk deals with the probability and consequences of failure of a strategy (financial

and non-financial).
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o Stakeholder reactions deals with anticipating the likely reaction of stakeholders.

Shareholders could oppose the issuing of new shares, employees and unions could

oppose outsourcing for fear of losing their jobs, customers could have concerns over a

merger with regards to quality and support.

2.8 General approaches

o In general terms, there are two main approaches, which are opposite but

complement each other in some ways, to strategic management:

o based on economic theory deals with issues like competitive rivalry, resource

allocation, economies of scale

o assumptions rationality, self discipline behaviour, profit maximization

o The Sociological Approach

o deals primarily with human interactions

o assumptions bounded rationality, satisfying behaviour, profit sub-optimality. An

example of a company that currently operates this way is Google

o Strategic management techniques can be viewed as bottom-up, top-down, or

collaborative processes. In the bottom-up approach, employees submit proposals to

their managers who, in turn, funnel the best ideas further up the organization. This is

often accomplished by a capital budgeting process. Proposals are assessed using

financial criteria such as return on investment or cost-benefit analysis. Cost

underestimation and benefit overestimation are major sources of error. The proposals

that are approved form the substance of a new strategy, all of which is done without a

grand strategic design or a strategic architect. The top-down approach is the most

common by far. In it, the CEO, possibly with the assistance of a strategic planning

team, decides on the overall direction the company should take. Some organizations

are starting to experiment with collaborative strategic planning techniques that

recognize the emergent nature of strategic decisions.
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2.9 The strategy hierarchy

In most (large) corporations there are several levels of management. Strategic

management is the highest of these levels in the sense that it is the broadest - applying to

all parts of the firm - while also incorporating the longest time horizon. It gives direction

to corporate values, corporate culture, corporate goals, and corporate missions. Under this

broad corporate strategy there are typically business-level competitive strategies and

functional unit strategies.

Corporate strategy refers to the overarching strategy of the diversified firm. Such a

corporate strategy answers the questions of "in which businesses should we compete?"

and "how does being in these business create synergy and/or add to the competitive

advantage of the corporation as a whole?"

Business strategy refers to the aggregated strategies of single business firm or a strategic

business unit (SBU) in a diversified corporation. According to Michael Porter, a firm

must formulate a business strategy that incorporates either cost leadership, differentiation

or focus in order to achieve a sustainable competitive advantage and long-term success in

its chosen arenas or industries.

Functional strategies include marketing strategies, new product development strategies,

human resource strategies, financial strategies, legal strategies, supply-chain strategies,

and information technology management strategies. The emphasis is on short and

medium term plans and is limited to the domain of each departments functional

responsibility. Each functional department attempts to do its part in meeting overall

corporate objectives, and hence to some extent their strategies are derived from broader

corporate strategies.

Many companies feel that a functional organizational structure is not an efficient way to

organize activities so they have reengineered according to processes or SBUs. A strategic

business unit is a semi-autonomous unit that is usually responsible for its own budgeting,
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new product decisions, hiring decisions, and price setting. An SBU is treated as an

internal profit centre by corporate headquarters.

An additional level of strategy called operational strategy was encouraged by Peter

Drucker in his theory of management by objectives (MBO). It is very narrow in focus and

deals with day-to-day operational activities such as scheduling criteria. It must operate

within a budget but is not at liberty to adjust or create that budget. Operational level

strategies are informed by business level strategies which, in turn, are informed by

corporate level strategies.

Since the turn of the millennium, some firms have reverted to a simpler strategic structure

driven by advances in information technology. It is felt that knowledge management

systems should be used to share information and create common goals. Strategic

divisions are thought to hamper this process. This notion of strategy has been captured

under the rubric of dynamic strategy, popularized by Carpenter and Sanders's textbook .

This work builds on that of Brown and Eisenhart as well as Christensen and portrays firm

strategy, both business and corporate, as necessarily embracing ongoing strategic change,

and the seamless integration of strategy formulation and implementation. Such change

and implementation are usually built into the strategy through the staging and pacing

facets.

2.10 Historical development of strategic management

Strategic management as a discipline originated in the 1950s and 60s. Although there

were numerous early contributors to the literature, the most influential pioneers were

Alfred D. Chandler, Jr., Philip Selznick, Igor Ansoff, and Peter Drucker.

Alfred Chandler recognized the importance of coordinating the various aspects of

management under one all-encompassing strategy. Prior to this time the various functions

of management were separate with little overall coordination or strategy. Interactions

between functions or between departments were typically handled by a boundary

position, that is, there were one or two managers that relayed information back and forth

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

18
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



between two departments. Chandler also stressed the importance of taking a long term

perspective when looking to the future. In his 1962 groundbreaking work Strategy and

Structure, Chandler showed that a long-term coordinated strategy was necessary to give a

company structure, direction, and focus. He says it concisely, structure follows strategy.

In 1957, Philip Selznick introduced the idea of matching the organization's internal

factors with external environmental circumstances.This core idea was developed into

what we now call SWOT analysis by Learned, Andrews, and others at the Harvard

Business School General Management Group. Strengths and weaknesses of the firm are

assessed in light of the opportunities and threats from the business environment.

Igor Ansoff built on Chandler's work by adding a range of strategic concepts and

inventing a whole new vocabulary. He developed a strategy grid that compared market

penetration strategies, product development strategies, market development strategies and

horizontal and vertical integration and diversification strategies. He felt that management

could use these strategies to systematically prepare for future opportunities and

challenges. In his 1965 classic Corporate Strategy, he developed the gap analysis still

used today in which we must understand the gap between where we are currently and

where we would like to be, then develop what he called gap reducing actions.

Peter Drucker was a prolific strategy theorist, author of dozens of management books,

with a career spanning five decades. His contributions to strategic management were

many but two are most important. Firstly, he stressed the importance of objectives. An

organization without clear objectives is like a ship without a rudder. As early as 1954 he

was developing a theory of management based on objectives.This evolved into his theory

of management by objectives (MBO). According to Drucker, the procedure of setting

objectives and monitoring your progress towards them should permeate the entire

organization, top to bottom. His other seminal contribution was in predicting the

importance of what today we would call intellectual capital. He predicted the rise of what

he called the knowledge worker and explained the consequences of this for management.

He said that knowledge work is non-hierarchical. Work would be carried out in teams

with the person most knowledgeable in the task at hand being the temporary leader. In

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

19
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



1985, Ellen-Earle Chaffee summarized what she thought were the main elements of

strategic management theory by the 1970s:

2.11 Growth and portfolio theory

In the 1970s much of strategic management dealt with size, growth, and portfolio theory.

The PIMS study was a long term study, started in the 1960s and lasted for 19 years, that

attempted to understand the Profit Impact of Marketing Strategies (PIMS), particularly

the effect of market share. Started at General Electric, moved to Harvard in the early

1970s, and then moved to the Strategic Planning Institute in the late 1970s, it now

contains decades of information on the relationship between profitability and strategy.

Their initial conclusion was unambiguous: The greater a company's market share, the

greater will be their rate of profit. The high market share provides volume and economies

of scale. It also provides experience and learning curve advantages. The combined effect

is increased profits.The studies conclusions continue to be drawn on by academics and

companies today: "PIMS provides compelling quantitative evidence as to which business

strategies work and don't work" - Tom Peters.

The benefits of high market share naturally lead to an interest in growth strategies. The

relative advantages of horizontal integration, vertical integration, diversification,

franchises, mergers and acquisitions, joint ventures, and organic growth were discussed.

The most appropriate market dominance strategies were assessed given the competitive

and regulatory environment.

By the early 1980s the paradoxical conclusion was that high market share and low market

share companies were often very profitable but most of the companies in between were

not. This was sometimes called the hole in the middle problem. This anomaly would be

explained by Michael Porter in the 1980s.

The management of diversified organizations required new techniques and new ways of

thinking. The first CEO to address the problem of a multi-divisional company was Alfred
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Sloan at General Motors. GM was decentralized into semi-autonomous strategic business

units (SBU's), but with centralized support functions.

One of the most valuable concepts in the strategic management of multi-divisional

companies was portfolio theory. In the previous decade Harry Markowitz and other

financial theorists developed the theory of portfolio analysis. It was concluded that a

broad portfolio of financial assets could reduce specific risk. In the 1970s marketers

extended the theory to product portfolio decisions and managerial strategists extended it

to operating division portfolios. Each of a companys operating divisions were seen as an

element in the corporate portfolio. Each operating division (also called strategic business

units) was treated as a semi-independent profit center with its own revenues, costs,

objectives, and strategies. Several techniques were developed to analyze the relationships

between elements in a portfolio. B.C.G. Analysis, for example, was developed by the

Boston Consulting Group in the early 1970s. This was the theory that gave us the

wonderful image of a CEO sitting on a stool milking a cash cow. Shortly after that the

G.E. multi factoral model was developed by General Electric. Companies continued to

diversify until the 1980s when it was realized that in many cases a portfolio of operating

divisions was worth more as separate completely independent companies.

2.12 The marketing revolution

The 1970s also saw the rise of the marketing oriented firm. From the beginnings of

capitalism it was assumed that the key requirement of business success was a product of

high technical quality. If you produced a product that worked well and was durable, it

was assumed you would have no difficulty selling them at a profit. This was called the

production orientation and it was generally true that good products could be sold without

effort, encapsulated in the saying "Build a better mousetrap and the world will beat a path

to your door." This was largely due to the growing numbers of affluent and middle class

people that capitalism had created. But after the untapped demand caused by the second

world war was saturated in the 1950s it became obvious that products were not selling as

easily as they had been. The answer was to concentrate on selling. The 1950s and 1960s
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is known as the sales era and the guiding philosophy of business of the time is today

called the sales orientation. In the early 1970s Theodore Levitt and others at Harvard

argued that the sales orientation had things backward. They claimed that instead of

producing products then trying to sell them to the customer, businesses should start with

the customer, find out what they wanted, and then produce it for them. The customer

became the driving force behind all strategic business decisions. This marketing

orientation, in the decades since its introduction, has been reformulated and repackaged

under numerous names including customer orientation, marketing philosophy, customer

intimacy, customer focus, customer driven, and market focused.

: Strategic Management: Planning And Execution. Definition/Overview: Strategic
Management Is The Art, Science And Craft Of Formulating, Implementing And
Evaluating Cross-Functional Decisions That Will Enable An Organization To Achieve Its
Long-Term Objectives. It Is The Process Of Specifying The Organization'S Mission, Vision
And Objectives, Developing Policies And Plans, Often In Terms Of Projects And
Programs, Which Are Designed To Achieve These Objectives, And Then Allocating
Resources To Implement The Policies And Plans, Projects And Programs.

Topic Objective:

At the end of this topic student would be able to:

 Learn about Strategy evaluation

 Learn about Strategy formulation

 Learn about Strategy implementation
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Key Points:

1. Processes

Strategic management is a combination of three main processes which are as follows (as

documented by Lemon Consulting)

2. Strategy formulation

Performing a situation analysis, self-evaluation and competitor analysis: both internal and

external; both micro-environmental and macro-environmental.

Concurrent with this assessment, objectives are set. These objectives should be parallel to a

timeline; some are in the short-term and others on the long-term. This involves crafting

vision statements (long term view of a possible future), mission statements (the role that the

organization gives itself in society), overall corporate objectives (both financial and

strategic), strategic business unit objectives (both financial and strategic), and tactical

objectives.

These objectives should, in the light of the situation analysis, suggest a strategic plan. The

plan provides the details of how to achieve these objectives.

 This three-step strategy formulation process is sometimes referred to as determining

where you are now, determining where you want to go, and then determining how to get there.

These three questions are the essence of strategic planning. I/O Economics for the external

factors and RBV for the internal factors.

3. Strategy implementation

Allocation and management of sufficient resources (financial, personnel, time, technology

support)
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 Establishing a chain of command or some alternative structure (such as cross functional

teams)

 Assigning responsibility of specific tasks or processes to specific individuals or groups

 It also involves managing the process. This includes monitoring results, comparing to

benchmarks and best practices, evaluating the efficacy and efficiency of the process, controlling

for variances, and making adjustments to the process as necessary.

 When implementing specific programs, this involves acquiring the requisite resources,

developing the process, training, process testing, documentation, and integration with (and/or

conversion from) legacy processes.

 Thus this type of problem can occur in strategy

 In order for a policy to work, there must be a level of consistency from every person in an

organization, including from the management. This is what needs to occur on the tactical level of

management as well as strategic.

4. Suitability

Suitability deals with the overall rationale of the strategy. The key point to consider is whether

the strategy would address the key strategic issues underlined by the organisation's strategic

position.

 Does it make economic sense?

 Would the organisation obtain economies of scale, economies of scope or experience

economy?

 Would it be suitable in terms of environment and capabilities?

 Tools that can be used to evaluate suitability include:

 Ranking strategic options

 Decision trees

 What-if analysis
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5. Feasibility

Feasibility is concerned with the resources required to implement the strategy are available, can

be developed or obtained. Resources include funding, people, time and information.

Tools that can be used to evaluate feasibility include:

 cash flow analysis and forecasting

 break-even analysis

 resource deployment analysis

6. Acceptability

 Acceptability is concerned with the expectations of the identified stakeholders (mainly

shareholders, employees and customers) with the expected performance outcomes, which can be

return, risk and stakeholder reactions.

 Return deals with the benefits expected by the stakeholders (financial and non-financial).

For example, shareholders would expect the increase of their wealth, employees would expect

improvement in their careers and customers would expect better value for money.

 Risk deals with the probability and consequences of failure of a strategy (financial and

non-financial).

 Stakeholder reactions deals with anticipating the likely reaction of stakeholders.

Shareholders could oppose the issuing of new shares, employees and unions could oppose

outsourcing for fear of losing their jobs, customers could have concerns over a merger with

regards to quality and support.

 Tools that can be used to evaluate acceptability include:

 what-if analysis

 stakeholder mapping

: The Total Quality Approach To Quality Management

Topic Objective:

At the end of this topic student would be able to:
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 Learn about Strategic Alliance

 Learn about Types of strategic alliances

 Learn about Stages of Alliance Formation

Definition/Overview:

A Strategic Alliance is a formal relationship between two or more parties to pursue a set of

agreed upon goals or to meet a critical business need while remaining independent organizations.

Partners may provide the strategic alliance with resources such as products, distribution

channels, manufacturing capability, project funding, capital equipment, knowledge, expertise, or

intellectual property. The alliance is cooperation or collaboration which aims for a synergy

where each partner hopes that the benefits from the alliance will be greater than those from

individual efforts. The alliance often involves technology transfer (access to knowledge and

expertise), economic specialization shared expenses and shared risk.

Key Points:

1. Types of strategic alliances

Various terms have been used to describe forms of strategic partnering. These include

international coalitions, strategic networks and, most commonly, strategic alliances. Definitions

are equally varied. An alliance may be seen as the joining of forces and resources, for a specified

or indefinite period, to achieve a common objective.

According to Yoshino and Rangan the Internationalisation Strategies can be categorized using

the model displayed at the right side.
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1.1 Stages of Alliance Formation

A typical strategic alliance formation process involves these steps:

Strategy Development: Strategy development involves studying the alliances feasibility,

objectives and rationale, focusing on the major issues and challenges and development of

resource strategies for production, technology, and people. It requires aligning alliance objectives

with the overall corporate strategy.

Partner Assessment: Partner assessment involves analyzing a potential partners strengths and

weaknesses, creating strategies for accommodating all partners management styles, preparing

appropriate partner selection criteria, understanding a partners motives for joining the alliance

and addressing resource capability gaps that may exist for a partner.

Contract Negotiation: Contract negotiations involves determining whether all parties have

realistic objectives, forming high calibre negotiating teams, defining each partners contributions

and rewards as well as protect any proprietary information, addressing termination clauses,

penalties for poor performance, and highlighting the degree to which arbitration procedures are

clearly stated and understood.

Alliance Operation: Alliance operations involves addressing senior managements commitment,

finding the calibre of resources devoted to the alliance, linking of budgets and resources with

strategic priorities, measuring and rewarding alliance performance, and assessing the

performance and results of the alliance.

Alliance Termination: Alliance termination involves winding down the alliance, for instance

when its objectives have been met or cannot be met, or when a partner adjusts priorities or re-

allocated resources elsewhere.

The advantages of strategic alliance includes 1) allowing each partner to concentrate on activities

that best match their capabilities, 2) learning from partners & developing competences that may

be more widely exploited elsewhere, 3) adequency a suitability of the resources & competencies

of an organization for it to survive.
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There are four types of strategic alliances: joint venture, equity strategic alliance, non-equity

strategic alliance, and global strategic alliances.

Joint venture is a strategic alliance in which two or more firms create a legally independent

company to share some of their resources and capabilities to develop a competitive advantage.

Equity strategic alliance is an alliance in which two or more firms own different percentages of

the company they have formed by combining some of their resources and capabilities to create a

competitive advantage. Nonequity strategic alliance is an alliance in which two or more firms

develop a contractual-relationship to share some of their unique resources and capabilities to

create a competitive advantage. Global Strategic Alliances working partnerships between

companies (often more than 2) across national boundaries and increasingly across industries.

Sometimes formed between company and a foreign government, or among companies and

governments

In Section 2 of this course you will cover these topics:
Quality Culture: Changing Hearts, Minds And Attitudes.

Customer Satisfaction And Retention

You may take as much time as you want to complete the topic coverd in section 2.
There is no time limit to finish any Section, However you must finish All Sections before

semester end date.

If you want to continue remaining courses later, you may save the course and leave.
You can continue later as per your convenience and this course will be avalible in your

area to save and continue later.

: Quality Culture: Changing Hearts, Minds And Attitudes.

Topic Objective:

At the end of this topic student would be able to:

 Learn about Quality management evolution
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 Learn about industrial revolution

 Learn about Quality leadership

Definition/Overview:

Quality management is a method for ensuring that all the activities necessary to design, develop

and implement a product or service are effective and efficient with respect to the system and its

performance. Quality management can be considered to have three main components: quality

control, quality assurance and quality improvement. Quality management is focused not only on

product quality, but also the means to achieve it. Quality management therefore uses quality

assurance and control of processes as well as products to achieve more consistent quality.

Key Points:

1. Quality management evolution

Quality management is a recent phenomenon. Advanced civilizations that supported the arts and

crafts allowed clients to choose goods meeting higher quality standards than normal goods. In

societies where art and craft (and craftsmanship) were valued, one of the responsibilities of a

master craftsman (and similarly for artists) was to lead their studio, train and supervise the work

of their craftsmen and apprentices. The master craftsman set standards, reviewed the work of

others and ordered rework and revision as necessary. One of the limitations of the craft approach

was that relatively few goods could be produced, on the other hand an advantage was that each

item produced could be individually shaped to suit the client. This craft based approach to

quality and the practices used were major inputs when quality management was created as a

management science.

During the industrial revolution, the importance of craftsmen was diminished as mass production

and repetitive work practices were instituted. The aim was to produce large numbers of the same

goods. The first proponent in the US for this approach was Eli Whitney who proposed
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(interchangeable) parts manufacture for muskets, hence producing the identical components and

creating a musket assembly line. The next step forward was promoted by several people

including Frederick Winslow Taylor a mechanical engineer who sought to improve industrial

efficiency. He is sometimes called "the father of scientific management." He was one of the

intellectual leaders of the Efficiency Movement and part of his approach laid a further foundation

for quality management, including aspects like standardization and adopting improved practices.

Henry Ford also was important in bringing process and quality management practices into

operation in his assembly lines. In Germany, Karl Friedrich Benz, often called the inventor of the

motor car, was pursuing similar assembly and production practices, although real mass

production was properly initiated in Volkswagen after world war two. From this period onwards,

North American companies focused predominantly upon production against lower cost with

increased efficiency.

Walter A. Shewhart made a major step in the evolution towards quality management by creating

a method for quality control for production, using statistical methods, first proposed in 1924.

This became the foundation for his ongoing work on statistical quality control. W. Edwards

Deming later applied statistical process control methods in the United States during World War

II, thereby successfully improving quality in the manufacture of munitions and other strategically

important products.

Quality leadership from a national perspective has changed over the past five to six decades.

After the second world war, Japan decided to make quality improvement a national imperative as

part of rebuilding their economy, and sought the help of Shewhart, Deming and Juran, amongst

others. W. Edwards Deming championed Shewhart's ideas in Japan from 1950 onwards. He is

probably best known for his management philosophy establishing quality, productivity, and

competitive position. He has formulated 14 points of attention for managers, which are a high

level abstraction of many of his deep insights. They should be interpreted by learning and

understanding the deeper insights and include:

 Break down barriers between departments

 Management should learn their responsibilities, and take on leadership

 Improve constantly

 Institute a programme of education and self-improvement
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In the 1950s and 1960s, Japanese goods were synonymous with cheapness and low quality, but

over time their quality initiatives began to be successful, with Japan achieving very high levels of

quality in products from the 1970s onward. For example, Japanese cars regularly top the J.D.

Power customer satisfaction ratings. In the 1980s Deming was asked by Ford Motor Company to

start a quality initiative after they realized that they were falling behind Japanese manufacturers.

A number of highly successful quality initiatives have been invented by the Japanese.. Many of

the methods not only provide techniques but also have associated quality culture aspects (i.e.

people factors). These methods are now adopted by the same western countries that decades

earlier derided Japanese methods.

Customers recognize that quality is an important attribute in products and services. Suppliers

recognize that quality can be an important differentiator between their own offerings and those of

competitors (quality differentiation is also called the quality gap). In the past two decades this

quality gap has been greatly reduced between competitive products and services. This is partly

due to the contracting (also called outsourcing) of manufacture to countries like India and China,

as well internationalization of trade and competition. These countries amongst many others have

raised their own standards of quality in order to meet International standards and customer

demands. The ISO 9000 series of standards are probably the best known International standards

for quality management.

There are a huge number of books available on quality. In recent times some themes have

become more significant including quality culture, the importance of knowledge management,

and the role of leadership in promoting and achieving high quality. Disciplines like systems

thinking are bringing more holistic approaches to quality so that people, process and products are

considered together rather than independent factors in quality management.

There are many methods for quality improvement. These cover product improvement, process

improvement and people based improvement. In the following list are methods of quality

management and techniques that incorporate and drive quality improvement

 ISO 9004:2000 Guidelines for performance improvement.

 ISO 15504-4: 2005 Information technology Process assessment Part 4: Guidance on use

for process improvement and process capability determination.
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 QFD Quality Function Deployment, also known as the House of Quality approach.

 Kaizen Japanese for change for the better; the common English usage is continual

improvement.

 Zero Defect Program created by NEC Corporation of Japan, based upon Statistical

Process Control and one of the inputs for the inventors of Six Sigma.

 Six Sigma 6σ, Six Sigma combines established methods such as Statistical Process

Control, Design of Experiments and FMEA in an overall framework.

 PDCA Plan, Do, Check, Act cycle for quality control purposes. (Six Sigma's DMAIC

method (Design, Measure, Analyze, Improve, Control) may be viewed as a particular

implementation of this.)

 Quality circle a group (people oriented) approach to improvement.

 Taguchi methods statistical oriented methods including Quality robustness, Quality loss

function and Target specifications.

 The Toyota Production System reworked in the west into Lean Manufacturing.

 Kansei Engineering an approach that focuses on capturing customer emotional feedback

about products to drive improvement.

 TQM Total Quality Management is a management strategy aimed at embedding

awareness of quality in all organizational processes. First promoted in Japan with the Deming

prize which was adopted and adapted in USA as the Malcolm Baldrige National Quality Award

and in Europe as the European Foundation for Quality Management award (each with their own

variations).

Proponents of each approach have sought to improve them as well as apply them to enterprise

types not originally targeted. For example, Six Sigma was designed for manufacturing but has

spread to service enterprises. Each of these approaches and methods has met with success but

also with failures.

Some of the common differentiators between success and failure include commitment,

knowledge and expertise to guide improvement, scope of change/improvement desired (Big

Bang type changes tend to fail more often compared to smaller changes) and adaption to

enterprise cultures. For example, quality circles do not work well in every enterprise (and are

even discouraged by some managers), and relatively few TQM-participating enterprises have

won the national quality awards.
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There has been a well publicized failure of BPR, as well as Six Sigma. Enterprises therefore need

to consider carefully which quality improvement methods to adopt, and certainly should not

adopt all those listed here.

: Customer Satisfaction And Retention

Topic Objective:

At the end of this topic student would be able to:

 Learn about Emotional attachment

 Learn about Involvement

 Learn about Emotional attachment

Definition/Overview:

Customer satisfaction: is a business term, is a measure of how products and services supplied

by a company meet or surpass customer expectation. It is seen as a key performance indicator

within business and is part of the four perspectives of a Balanced Scorecard. In a competitive

marketplace where businesses compete for customers, customer satisfaction is seen as a key

differentiator and increasingly has become a key element of business strategy

Forced retention refers to the act of applying pressure to employees to deter them from leaving a

company. The most common way to do this is through legal means, such as non-compete and

non-disclosure agreements. Given an adequately broad agreement, a company may threaten

employees who try to leave for competitors (or in some cases, non-competitors) with legal

action. In some countries, the government may implement similar laws or policies to prevent or

discourage employees from leaving certain companies or government organizations. It has also

been applied to companies which offers significant financial benefits to employees to encourage
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them to stay, in particular after a merger (for example, a minimum period to qualify for stock

options), but this usage is commonly considered incorrect.

Forced retention is most commonly used by companies on the decline, or at least with limited

growth prospects. Top employees will often join a small or mid-size company, with significant

growth potentials. They will also often join financially-stable companies, which can afford to

provide employees with very good remuneration packages, and large amounts of freedom (for

instance, in pure R & D departments). Once the company begins to decline, many of the top

employees will want to leave for greener pastures, while the poor-performing employees (who

may have a difficult time finding employment) will cling to their jobs, radically speeding the

decline. Companies will occasionally implement forced retention policies to try to stem the brain

drain.

Key Points:

1. Emotional attachment

Only 29% of employees are actively engaged in their jobs. These employees work with passion

and feel a profound connection to their company. People that are actively engaged help move the

organization forward. 84% of highly engaged employees believe they can positively impact

quality of their organization's products, compared with only 31% of the disengaged. 72% of

highly engaged employees believe they can positively affect customer service, versus 27% of the

disengaged. 68% of highly engaged employees believe they can positively impact costs in their

job or unit, compared with just 19% of the disengaged. Engaged employees feel a strong

emotional bond to the organization that employs them. This is associated with people

demonstrating a willingness to recommend the organization to others and commit time and effort

to help the organization succeed. It suggests that people are motivated by intrinsic factors (e.g.

personal growth, working to a common purpose, being part of a larger process) rather than

simply focusing on extrinsic factors (e.g., pay/reward).
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2. Involvement

Eileen Appelbaum and her colleagues (2000) studied 15 steel mills, 17 apparel manufacturers,

and 10 electronic instrument and imaging equipment producers. Their purpose was to compare

traditional production systems with flexible high-performance production systems involving

teams, training, and incentive pay systems. In all three industries, the plants utilizing high-

involvement practices showed superior performance. In addition, workers in the high-

involvement plants showed more positive attitudes, including trust, organizational commitment

and intrinsic enjoyment of the work. The concept has gained popularity as various studies have

demonstrated links with productivity. It is often linked to the notion of employee voice and

empowerment.

3. Commitment

It has been routinely found that employee engagement scores account for as much as half of the

variance in customer satisfaction scores. This translates into millions of dollars for companies if

they can improve their scores. Studies have statistically demonstrated that engaged employees

are more productive, more profitable, more customer-focused, safer, and less likely to leave their

employer.

Employees with the highest level of commitment perform 20% better and are 87% less likely to

leave the organization, which indicates that engagement is linked to organizational

performance.For example, at the beverage company of MolsonCoors, it was found that engaged

employees were five times less likely than non-engaged employees to have a safety incident and

seven times less likely to have a lost-time safety incident. In fact, the average cost of a safety

incident for an engaged employee was $63, compared with an average of $392 for a non-engaged

employee. Consequently, through strengthening employee engagement, the company saved

$1,721,760 in safety costs in 2002. In addition, savings were found in sales performance teams

through engagement. In 2005, for example, low-engagement teams were seen falling behind

engaged teams, with a difference in performance-related costs of low- versus high-engagement

teams totaling $2,104,823.3.
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4. Life insurance industry

Two studies of employees in the life insurance industry examined the impact of employee

perceptions that they had the power to make decisions, sufficient knowledge and information to

do the job effectively, and rewards for high performance. Both studies included large samples of

employees (3,570 employees in 49 organizations and 4,828 employees in 92 organizations). In

both studies, high-involvement management practices were positively associated with employee

morale, employee retention, and firm financial performance. Watson Wyatt found that high-

commitment organizations (one with loyal and dedicated employees) out-performed those with

low commitment by 47% in the 2000 study and by 200% in the 2002 study

In Section 3 of this course you will cover these topics:
Employee Empowerment

Overview Of Total Quality Tools

You may take as much time as you want to complete the topic coverd in section 3.
There is no time limit to finish any Section, However you must finish All Sections before

semester end date.

If you want to continue remaining courses later, you may save the course and leave.
You can continue later as per your convenience and this course will be avalible in your

area to save and continue later.

: Employee Empowerment

Topic Objective:

At the end of this topic student would be able to:
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 Learn Employee Empowerment

 Learn about Workplace empowerment

 Learn about Economics and empowerment

 Learn about Personal development and empowerment

Definition/Overview:

Employee empowerment is a term used to express the ways in which non-managerial staff can

make autonomous decisions without consulting a boss/manager. These self-willed decisions can

be small or large depending upon the degree of power with which the company wishes to invest

employees. Employee empowerment can begin with training and converting a whole company to

an empowerment model. Conversely it may merely mean giving employees the ability to make

some decisions on their own.

There are employee empowerment workshops, books and articles. There is even a magazine

called Empowerment that can help a company converting to employee driven decision-making.

The thinking behind employee empowerment is that it gives power to the individual and thus

makes for happier employees. By offering employees choice and participation on a more

responsible level, the employees are more invested in their company, and view themselves as a

representative of such.

Key Points:

1. Workplace empowerment

One account of the history of workplace empowerment in the United States recalls the clash of

management styles in railroad construction in the American West in the mid-19th century, where

"traditional" hierarchical East-Coast models of control encountered individualistic pioneer

workers, strongly supplemented by methods of efficiency-oriented "worker responsibility"

brought to the scene by Chinese laborers. In this case, empowerment at the level of work teams

or brigades achieved a notable (but short-lived) demonstrated superiority
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Empowerment in the workplace is regarded by critics as more a pseudo-empowerment exercise,

the idea of which is to change the attitudes of workers, so as to make them work harder rather

than giving them any real power, and Wilkinson (1998) refers to this as "attitudinal shaping".

However, recent research suggests that the opportunity to exercise personal discretion/choice

(and complete meaningful work) is an important element contributing to employee engagement

and well-being. There is evidence that initiative and motivation are increased when people have

a more positive attributional style. This influences self-belief, resilience when faced with set-

backs, and the ability to visualize one overcoming problems. The implication is that

'empowerment' suits some more than others, and should be positioned in the broader and wider

context of an 'enabling' work environment.

2. Economics and empowerment

In economic development, the empowerment approach focuses on mobilizing the self-help

efforts of the poor, rather than providing them with social welfare. Economic empowerment is

also the empowering of previously disadvantaged sections of the population, for example, in

many previously colonized African countries.

3. Personal development and empowerment

In the arena of personal development, empowerment forms an apogee of many a system of Self

Realization or of identity (re-)formation. Realizing the solipsistic impracticality of everyone

anarchistically attempting to exercise power over everyone else, empowerment advocates have

adopted the word "empowerment" to offer the attractions of such power, but they generally

constrain its individual exercise to potentiality and to feel-good uses within the individual

psyche. The concept of personal development is seen as important by many employers, with

emphasis placed on continuous learning, increased self-awareness and emotional intelligence.

Empowerment is ultimately driven by the individual's belief in their capability to influence

events.

Empowerment can be attained through one or many ways. An important factor in the discovery

and application of the human "self empowerment" lies within the tools used to unveil the truth. It

has been suggested that Yoga is one such tool that can be used for more than the obvious

physical benefits. When Yoga is practiced consistently the mind / body connection is apparent.
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Through this connection, the individual finds him or herself with a stronger sense of self and the

ability to change areas where bad habits rule, negative emotions run rampant, even controlling

addictions through understanding them for what they are. What can be more empowering than

gaining control over self.

: Overview Of Total Quality Tools

Topic Objective:

At the end of this topic student would be able to:

 Learn about Just-in-time (JIT)

 Learn about Quality Management, Ethics, and Corporate Social Responsibility

 Learn about Partnering and Strategic Alliances

 Learn about types of strategic alliances

 Learn about Stages of Alliance Formation

 Learn about Stages of Alliance Formation

 Learn about the Six Values of a Quality Culture

 Values of Quality Culture

 Measuring customer satisfaction

 Team Building and Teamwork

 Communication and Interpersonal Relations

 ISO 9000 and Total Quality: The Relationship

Definition/Overview:

Just-in-time (JIT: Just-in-time (JIT) is an inventory strategy implemented to improve the return

on investment of a business by reducing in-process inventory and its associated carrying costs. In

order to achieve JIT the process must have signals of what is going on elsewhere within the
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process. This means that the process is often driven by a series of signals, which can be Kanban,

that tell production processes when to make the next part. Kanban are usually 'tickets' but can be

simple visual signals, such as the presence or absence of a part on a shelf. When implemented

correctly, JIT can lead to dramatic improvements in a manufacturing organization's return on

investment, quality, and efficiency.

Quick communication of the consumption of old stock which triggers new stock to be ordered is

key to JIT and inventory reduction. This saves warehouse space and costs. However since stock

levels are determined by historical demand, any sudden demand rises above the historical

average demand, the firm will deplete inventory faster than usual and cause customer service

issues. Some have suggested that recycling Kanban faster can also help flex the system by as

much as 10-30%. In recent years manufacturers have touted a trailing 13 week average as a

better predictor for JIT planning than most forecastors could provide

Key Points:

1. Quality Management, Ethics, and Corporate Social Responsibility

Ethical questions usually arise either when new technologies affect the normative framework of

a society (cf. genetic engineering) or if technologies that are being used suddenly become

problematic. The social aspect of technology has been largely overlooked by technology

designers of the past, but it plays a key role with respect to ethics. The objective of ethics quality

management is to ensure that ethical conflicts are considered as soon as they arise. A prerequisite

for the achievement of this objective is the categorization of ethical conflicts based on the impact

of technology on society.

The impact of a technology on society and the need for ethical reflection in the development and

application of new technologies depends on who is, in fact, affected by this technology. I suggest

two basic levels of ethical questions in the development and application of technology:

Bilateral level : This applies to all technologies where only producers and customers are involved

in the use of a given technology and no third parties have to bear the potential risks. In this case,
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ethical questions may be solved between the manufacturer and the customer without the

participation of society. Conflicts may be settled by and between manufacturer and user.

b) Societal level. Technologies which involve changes in the normative framework of society

and which involve potential risks for third parties require ethical reflection with the participation

of society. Such ethical conflicts can never be decided exclusively within a company.

1.1 Partnering and Strategic Alliances

A Strategic Alliance is a formal relationship between two or more parties to pursue a set

of agreed upon goals or to meet a critical business need while remaining independent

organizations.

Partners may provide the strategic alliance with resources such as products, distribution

channels, manufacturing capability, project funding, capital equipment, knowledge,

expertise, or intellectual property. The alliance is a cooperation or collaboration which

aims for a synergy where each partner hopes that the benefits from the alliance will be

greater than those from individual efforts. The alliance often involves technology transfer

(access to knowledge and expertise), economic specialization , shared expenses and

shared risk.

1.2 Types of strategic alliances

Various terms have been used to describe forms of strategic partnering. These include

international coalitions (Porter and Fuller, 1986), strategic networks (Jarillo, 1988) and,

most commonly, strategic alliances. Definitions are equally varied. An alliance may be

seen as the joining of forces and resources, for a specified or indefinite period, to achieve

a common objective.

According to Yoshino and Rangan the Internationalisation Strategies can be categorized

using the model displayed at the right side.
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1.3 Stages of Alliance Formation

A typical strategic alliance formation process involves these steps:

o Strategy Development: Strategy development involves studying the

alliances feasibility, objectives and rationale, focusing on the major issues

and challenges and development of resource strategies for production,

technology, and people. It requires aligning alliance objectives with the

overall corporate strategy.

o Partner Assessment: Partner assessment involves analyzing a potential

partners strengths and weaknesses, creating strategies for accommodating

all partners management styles, preparing appropriate partner selection

criteria, understanding a partners motives for joining the alliance and

addressing resource capability gaps that may exist for a partner.

o Contract Negotiation: Contract negotiations involves determining

whether all parties have realistic objectives, forming high calibre

negotiating teams, defining each partners contributions and rewards as

well as protect any proprietary information, addressing termination

clauses, penalties for poor performance, and highlighting the degree to

which arbitration procedures are clearly stated and understood.

o Alliance Operation: Alliance operations involves addressing senior

managements commitment, finding the calibre of resources devoted to the

alliance, linking of budgets and resources with strategic priorities,

measuring and rewarding alliance performance, and assessing the

performance and results of the alliance.

o Alliance Termination: Alliance termination involves winding down the

alliance, for instance when its objectives have been met or cannot be met,

or when a partner adjusts priorities or re-allocated resources elsewhere.
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o Quality Culture: Changing Hearts, Minds and Attitude

1.4 The Six Values of a Quality Culture

Based on understanding a business as a system, here are six values on which you can

build a successful quality culture. In reviewing these, remember that their importance

comes from the changes in behavior that accompany them.

In developing this list, I have reviewed lots of writers on what would characterize a

culture that supports quality management practices. I have tried to distill the ideas I have

discovered into this list. Like many other concepts in TQM and the systems view, each of

these is really a logical extension of the others. The most important point here, though, is

that these values are based on a realistic understanding of what businesses are.

I can't emphasize that word realistic strongly enough. Personally and in business, I have

sought those values that are consistent with a realistic assessment of how businesses can

operate most successfully. So, let's review them:

1.5 Values of Quality Culture

o Value 1. We're all in this together: company, suppliers, customers.

o Value 2. No subordinates or superiors allowed.

o Value 3. Open, honest communication is vital.

o Value 4. Everyone has access to all the information they need.

o Value 5. Focus on processes.

o Value 6. There are no successes or failures, just learning experiences.

1.6 Customer Satisfaction and Retention
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Customer satisfaction, a business term, is a measure of how products and services

supplied by a company meet or surpass customer expectation. It is seen as a key

performance indicator within business and is part of the four perspectives of a Balanced

Scorecard.

In a competitive marketplace where businesses compete for customers, customer

satisfaction is seen as a key differentiator and increasingly has become a key element of

business strategy.

There is a substantial body of empirical literature that establishes the benefits of customer

satisfaction for firms.

1.7 Measuring customer satisfaction

Organizations are increasingly interested in retaining existing customers while targeting

non-customers; measuring customer satisfaction provides an indication of how successful

the organization is at providing products and/or services to the marketplace.

Customer satisfaction is an ambiguous and abstract concept and the actual manifestation

of the state of satisfaction will vary from person to person and product/service to

product/service. The state of satisfaction depends on a number of both psychological and

physical variables which correlate with satisfaction behaviors such as return and

recommend rate. The level of satisfaction can also vary depending on other options the

customer may have and other products against which the customer can compare the

organization's products.

Because satisfaction is basically a psychological state, care should be taken in the effort

of quantitative measurement, although a large quantity of research in this area has

recently been developed. Work done by Berry, Brodeur between 1990 and 1998 defined

ten 'Quality Values' which influence satisfaction behavior, further expanded by Berry in

2002 and known as the ten domains of satisfaction. These ten domains of satisfaction

include: Quality, Value, Timeliness, Efficiency, Ease of Access, Environment, Inter-

departmental Teamwork, Front line Service Behaviors, Commitment to the Customer and
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Innovation. These factors are emphasized for continuous improvement and organizational

change measurement and are most often utilized to develop the architecture for

satisfaction measurement as an integrated model. Work done by Parasuraman, Zeithaml

and Berry between 1985 and 1988 provides the basis for the measurement of customer

satisfaction with a service by using the gap between the customer's expectation of

performance and their perceived experience of performance. This provides the measurer

with a satisfaction "gap" which is objective and quantitative in nature. Work done by

Cronin and Taylor propose the "confirmation/disconfirmation" theory of combining the

"gap" described by Parasuraman, Zeithaml and Berry as two different measures

(perception and expectation of performance) into a single measurement of performance

according to expectation. According to Garbrand, customer satisfaction equals perception

of performance divided by expectation of performance.

The usual measures of customer satisfaction involve a survey with a set of statements

using a Likert Technique or scale. The customer is asked to evaluate each statement and

in term of their perception and expectation of performance of the organization being

measured.

1.8 Employee Empowerment

Employee empowerment is a term used to express the ways in which non-

managerial staff can make autonomous decisions without consulting a

boss/manager. These self-willed decisions can be small or large depending upon

the degree of power with which the company wishes to invest employees.

Employee empowerment can begin with training and converting a whole

company to an empowerment model. Conversely it may merely mean giving

employees the ability to make some decisions on their own.

There are employee empowerment workshops, books and articles. There is even a

magazine called Empowerment that can help a company converting to employee

driven decision-making. The thinking behind employee empowerment is that it

gives power to the individual and thus makes for happier employees. By offering
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employees choice and participation on a more responsible level, the employees

are more invested in their company, and view themselves as a representative of

such.

For employee empowerment to work successfully, the management team must be

truly committed to allowing employees to make decisions. They may wish to

define the scope of decisions made. Building decision-making teams is often one

of the models used in employee empowerment, because it allows for managers

and workers to contribute ideas toward directing the company.

Autocratic managers, who are micromanagers, tend not to be able to utilize

employee empowerment. These types of managers tend to oversee all aspects of

others work, and usually will not give up control. A manager dedicated to

employee empowerment must be willing to give up control of some aspects of

work production.

Leadership and Change

Transformational leadership is a leadership style where one or more persons

engage with others in such a way that leaders and followers raise one another to

higher levels of motivation and morality. James MacGregor Burns (1978) first

introduced the concepts of transformational and transactional leadership in his

treatment of political leadership, but this term is now used in organizational

psychology as well. According to Burns, the difference between transformational

and transactional leadership is what leaders and followers offer one another.

"Transforming leadership... occurs when one or more persons engage with others

in such a way that leaders and followers raise one another to higher levels of

motivation and morality. Their purposes, which might have started out as separate

but related, as in the case of transactional leadership, become fused. Power bases

are linked not as counterweights but as mutual support for common purpose.

Transformational leaders offer a purpose that transcends short-term goals and

focuses on higher order intrinsic needs. This results in followers identifying with

the needs of the leader. The four dimensions of transformational leadership are
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idealized influence (or charisma), inspirational motivation, intellectual stimulation

and individual consideration.

1.9 Inspirational motivation

Inspirational motivation is the degree to which the leader articulates a vision that

is appealing and inspiring to followers. Leaders with inspirational motivation

challenge followers with high standards, communicate optimism about future

goals, and provide meaning for the task at hand. Followers need to have a strong

sense of purpose if they are to be motivated to act. Purpose and meaning provide

the energy that drives a group forward. It is also important that this visionary

aspect of leadership be supported by communication skills that allow the leader to

articulate his or her vision with precision and power in a compelling and

persuasive way.

2.0 Intellectual stimulation

The degree to which the leader challenges assumptions, takes risks and solicits

followers' ideas. Leaders with this trait stimulate and encourage creativity in their

followers. a person is not born with it,you have to develop it yourself.

2.1 Individualized consideration or individualized attention

The degree to which the leader attends to each follower's needs, acts as a mentor

or coach to the follower and listens to the follower's concerns and needs. This also

encompasses the need to respect and celebrate the individual contribution that

each follower can make to the team (it is the diversity of the team that gives it its

true strength).
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Apart from its central role in transformational leadership theory, charismatic

leadership has been the basis of its own distinct literature

Transformational leadership and charismatic leadership theories have much in

common and compliment each other in important ways.

2.2 Team Building and Teamwork

Teamwork "a joint action by 3 people or more or a group of people, in which each

person subordinates his or her individual interests and opinions to the unity and

efficiency of the group." This does not mean that the individual is no longer

important; however, it does mean that effective and efficient teamwork goes

beyond individual accomplishments. The most effective teamwork is produced

when all the individuals involved harmonize their contributions and work towards

a common goal.

In order for teamwork to succeed one must be a teamplayer. A teamplayer is one

who subordinates personal aspirations and works in a coordinated effort with

other members of a group, or team, in striving for a common goal. Businesses and

other organizations often go to the effort of coordinating team building events in

an attempt to get people to work as a team rather than as individuals.

2.3 Teamwork

Aside from any required technical proficiency, a wide variety of social GOALS

are desirable for successful teamwork, including:

o Listening - it is important to listen to other people's opinions. When

people are allowed to freely express their ideas, these initial ideas will

produce other ideas.
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o Discussing It is important to discuss your ideas with your teammates

until you agree.

o Questioning - it is important to ask questions, interact, and discuss the

objectives of the team.

o Persuading - individuals are encouraged to exchange, defend, and then

to ultimately rethink their ideas.

o Respecting - it is important to treat others with respect and to support

their ideas.

o Helping - it is crucial to help one's coworkers, which is the general

theme of teamwork.

o Sharing - it is important to share with the team to create an environment

of teamwork.

o Participating - all members of the team are encouraged to participate in

the team. (which usually consists of three or more people)

o Communicating - For a team to work effectively it is essential for team

members to acquire communication skills and to use effective

communication channels between one another e.g. using email, viral

communication, group meetings and so on. This will enable team

members of the group to work together and achieve the team's purpose

and goals.

2.4 Communication and Interpersonal Relations

An interpersonal relationship is a relatively long-term association between two or

more people. This association may be based on emotions like love and liking,

regular business interactions, or some other type of social commitment.

Interpersonal relationships take place in a great variety of contexts, such as
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family, friends, marriage, acquaintances, work, clubs, neighborhoods, and

churches. They may be regulated by law, custom, or mutual agreement, and are

the basis of social groups and society as a whole. Although humans are

fundamentally social creatures, interpersonal relationships are not always healthy.

Examples of unhealthy relationships include abusive relationships and

codependence.

A relationship is normally viewed as a connection between two individuals, such

as a romantic or intimate relationship, or a parent-child relationship. Individuals

can also have relationships with groups of people, such as the relation between a

pastor and his congregation, an uncle and a family, or a mayor and a town.

Finally, groups or even nations may have relations with each other, though this is

a much broader domain than that covered under the topic of interpersonal

relationships. See such articles as international relations for more information on

associations between groups. Most scholarly work on relationships focuses on

romantic partners in pairs or dyads. These intimate relationships are, however,

only a small subset of interpersonal relationships.

All relationships involve some level of interdependence. People in a relationship

tend to influence each other, share their thoughts and feelings, and engage in

activities together. Because of this interdependence, anything that changes or

impacts one member of the relationship will have some level of impact on the

other member. The study of interpersonal relationships involves several branches

of social science, including such disciplines as sociology, psychology,

anthropology, and social work.

2.5 Interpersonal communication

Interpersonal communication is defined by communication scholars in numerous

ways, usually describing participants who are dependent upon one another and

have a shared history. Communication channels, the conceptualization of
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mediums that carry messages from sender to receiver, take two distinct forms:

direct and indirect.

Direct channels are obvious and easily recognized by the receiver. Both verbal

and non-verbal information is completely controlled by the sender. Verbal

channels rely on words, as in written or spoken communication. Non-verbal

channels encompass facial expressions, controlled body movements (police

present hand gestures to control traffic), color (red signals 'stop', green signals

'go'), and sound (warning sirens).

Indirect channels are usually recognized subconsciously by the receiver, and are

not always under direct control of the sender. Body language, comprising most of

the indirect channel, may inadvertently reveal one's true emotions, and thereby

either unintentionally taint or bolster the believability of any intended verbal

message. Subconscious reception and interpretation of these signals is often

described with arbitrary terms like gut-feeling, hunch, or premonition.

Context refers to the conditions that precede or surround the communication. It

consists of present or past events from which the meaning of the message is

derived, though it may also, in the case of written communications, depend upon

the statements preceding and following the quotation in question. Immediate

surroundings may also color the perceived meaning of words; normally safe

discourse may easily become contextually ambiguous or offensive in a restroom

or shower hall. These influences do not constitute the message by themselves, but

rather these extraneous nuances subtly change the message's effective meaning.

Ultimately, context includes the entire world, but usually refers to salient factors

such as the following:

o Physical milieu: the season or weather, current physical location and

environment

o Situational milieu: classroom, military conflict, supermarket checkout

o Cultural and linguistic backgrounds
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o Developmental progress (maturity) or emotional state

o Complementary or contrasting roles: boss and employee; teacher and

student; parent, child, and spouse; friend or enemy; partner or competitor

2.6 Education and Training

The term training refers to the acquisition of knowledge, skills, and competencies

as a result of the teaching of vocational or practical skills and knowledge that

relate to specific useful competencies. It forms the core of apprenticeships and

provides the backbone of content at technical colleges and polytechnics. In

addition to the basic training required for a trade, occupation or profession,

observers of the labor-market[who?] recognize today the need to continue training

beyond initial qualifications: to maintain, upgrade and update skills throughout

working life. People within many professions and occupations may refer to this

sort of training as professional development.

Some commentators use a similar term for workplace learning to improve

performance: training and development. One can generally categorize such

training as on-the-job or off-the-job:

o On-the-job training takes place in a normal working situation, using the

actual tools, equipment, documents or materials that trainees will use

when fully trained. On-the-job training has a general reputation as most

effective for vocational work.

o Off-the-job training takes place away from normal work situations

implying that the employee does not count as a directly productive worker

while such training takes place. Off-the-job training has the advantage that

it allows people to get away from work and concentrate more thoroughly

on the training itself. This type of training has proven more effectivein

inculcating concepts and ideas.
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o Training differs from exercise in that people may dabble in exercise as

an occasional activity for fun. Training has specific goals of improving

one's capability, capacity, and performance.

2.7 Overcoming Politics, Negativity and Conflict in the Workplace

Conflict management refers to the long-term management of intractable conflicts.

It is the label for the variety of ways by which people handle grievances standing

up for what they consider to be right and against what they consider to be wrong.

Those ways include such diverse phenomena as gossip, ridicule, lynching,

terrorism, warfare, feuding, genocide, law, mediation, and avoidance. Which

forms of conflict management will be used in any given situation can be

somewhat predicted and explained by the social structure or social geometry of

the case.

Conflict management is often considered to be distinct from conflict resolution.

The latter refers to resolving the dispute to the approval of one or both parties,

whereas the former concerns an ongoing process that may never have a

resolution. Neither is it considered the same as conflict transformation, which

seeks to reframe the positions of the conflict parties.

2.8 Scientific studies

Scientific study of conflict management (also known as social control) owes its

foundations to Donald Black, who typologized its elementary forms and used his

strategy of pure sociology to explain several aspects of its variation. Research and

theory on conflict management has been further developed by Allan Horwitz,

Calvin Morill, James Tucker, Mark Cooney, M.P. Baumgartner, Roberta Senechal

de la Roche, Marian Borg, Ellis Godard, Scott Phillips, and Bradley Campbell.
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Utilizing a multidisciplinary approach and avoiding semantic discussions, we

could also state that the father of conflict management is Thomas C. Schelling, an

American economist and Nobel Prize winner, who authored the Strategy of

Conflict in 1960. Schellings main goal was to lay the foundation for a theory of

conflict that would include the fields of economics, psychology, sociology and the

law. Conflict is an omnipresent trait of human societies since it is almost

impossible to find two parties with entirely overlapping interests, thus a general

theory for bargaining and negotiation to address conflict is useful not only in the

field of international politics or business management, but also at the personal and

intimate level.

2.9 Counseling

When personal conflict leads to frustration and loss of efficiency, counseling may

prove to be a helpful antidote. Although few organizations can afford the luxury

of having professional counselors on the staff, given some training, managers may

be able to perform this function. Nondirective counseling, or "listening with

understanding", is little more than being a good listener something every manager

should be.

Sometimes the simple process of being able to vent one's feelings that is, to

express them to a concerned and understanding listener, is enough to relieve

frustration and make it possible for the frustrated individual to advance to a

problem-solving frame of mind, better able to cope with a personal difficulty that

is affecting his work adversely. The nondirective approach is one effective way

for managers to deal with frustrated subordinates and co-workers.

There are other more direct and more diagnostic ways that might be used in

appropriate circumstances. The great strength of the nondirective approach

(nondirective counseling is based on the client-centered therapy of Carl Rogers),

however, lies in its simplicity, its effectiveness, and the fact that it deliberately

avoids the manager-counselor's diagnosing and interpreting emotional problems,
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which would call for special psychological training. No one has ever been harmed

by being listened to sympathetically and understandingly. On the contrary, this

approach has helped many people to cope with problems that were interfering

with their effectiveness on the job.

2.10 ISO 9000 and Total Quality: The Relationship.

Two certificates are particularly sought after - ISO 9000 and ISO 14000. The

former is concerned with quality management in relation to customer

requirements, customer satisfaction, adherence to regulations and the pursuit of

continuous improvement.

ISO 14000 is related to the impact of the firm's activities on the environment and

the firm's attempts to improve its performance in this respect. Getting certification

means that the company can send a message to companies throughout the world,

which recognise this standard - currently, around 90 countries - of the quality that

they can expect when dealing with the company.

The standards for the ISO 9000 family deal with the following areas:

o Quality management systems - establishing and monitoring the process

whereby product and service quality are maintained.

o Management responsibility - how the management establish, maintain,

monitor and communicate their commitment to the standards.

o Resource management - how the business provides the resources - both

physical and human - to enable the standards to be met and maintained.

o Product realisation requirements - how businesses establish and monitor

quality from concept to final product or service delivery.
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o Measurement, analysis and improvement requirements - how businesses

use data to monitor their quality control and how this data is used to

improve quality provision.

2.11 b Quality function deployment

Quality function deployment (QFD) is a method to transform user demands into

design quality, to deploy the functions forming quality, and to deploy methods for

achieving the design quality into subsystems and component parts, and ultimately

to specific elements of the manufacturing process. , as described by Dr. Yoji

Akao, who originally developed QFD in Japan in 1966, when the author

combined his work in quality assurance and quality control points with function

deployment used in Value Engineering.

QFD is designed to help planners focus on characteristics of a new or existing

product or service from the viewpoints of market segments, company, or

technology-development needs. The technique yields graphs and matrices.

QFD helps transform customer needs (the voice of the customer [VOC]) into

engineering characteristics (and appropriate test methods) for a product or service,

prioritizing each product or service characteristic while simultaneously setting

development targets for product or service.

2.12 Areas of application

QFD is applied in a wide variety of services, consumer products, military needs

(such as the F-35 Joint Strike Fighter), and emerging technology products. The

technique is also used to identify and document competitive marketing strategies

and tactics QFD House of Quality for Enterprise Product Development, at right).

QFD is considered a key practice of Design for Six Sigma (DFSS - as seen in the
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referenced roadmap). It is also implicated in the new ISO 9000:2000 standard

which focuses on customer satisfaction.

Results of QFD have been applied in Japan and elsewhere into deploying the

high-impact controllable factors in Strategic planning and Strategic management

(also known as Hoshin Kanri, Hoshin Planning, or Policy Deployment).

Acquiring market needs by listening to the Voice of Customer (VOC), sorting the

needs, and numerically prioritizing them (using techniques such as the Analytic

Hierarchy Process) are the early tasks in QFD. Traditionally, going to the Gemba

(the "real place" where value is created for the customer) is where these customer

needs are evidenced and compiled.

While many books and articles on "how to do QFD" are available, there is a

relative paucity of example matrices available. QFD matrices become highly

proprietary due to the high density of product or service information found

therein.

Notable U.S. companies using QFD techniques include the U.S. automobile

manufacturers (GM, Ford, Daimler Chrysler) and their suppliers, IBM,

Raytheon,General Electric,Boeing, Lockheed Martin,Eaton Corporation and many

others.

2.13 History

While originally developed for manufacturing industries, interest in the use of

QFD-based ideas in software development commenced with work by R. J.

Thackeray and G. Van Treeck, for example in Object-oriented programming and

use case driven software development.

Since its early use in the United States, QFD met with initial enthusiasm then

plummeting popularity when it was discovered that much time could be wasted if

poor group decision making techniques were employed. Organizational/corporate
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culture has an effect on the ability to change organizational human processes and

on the sustainability of the changes. In particular, in organizations exhibiting

strong cultural norms and rich sets of tacit assumptions that prevent objective

discussion of historical courses of action, QFD may be resisted due to its ability to

expose tacit assumptions and unspoken rules.It has been suggested that a learning

organization can more easily overcome these issues due to the more transparent

nature of the organizational culture and to the readiness of the membership to

discuss relevant cultural norms.

2.14 Statistical Process Control

Statistical Process Control (SPC) is an effective method of monitoring a process

through the use of control charts. Control charts enable the use of objective

criteria for distinguishing background variation from events of significance based

on statistical techniques. Much of its power lies in the ability to monitor both

process center and its variation about that center. By collecting data from samples

at various points within the process, variations in the process that may affect the

quality of the end product or service can be detected and corrected, thus reducing

waste as well as the likelihood that problems will be passed on to the customer.

With its emphasis on early detection and prevention of problems, SPC has a

distinct advantage over quality methods, such as inspection, that apply resources

to detecting and correcting problems in the end product or service.

In addition to reducing waste, SPC can lead to a reduction in the time required to

produce the product or service from end to end. This is partially due to a

diminished likelihood that the final product will have to be reworked, but it may

also result from using SPC data to identify bottlenecks, wait times, and other

sources of delays within the process. Process cycle time reductions coupled with

improvements in yield have made SPC a valuable tool from both a cost reduction

and a customer satisfaction standpoint.
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Statistical Process Control was pioneered by Walter A. Shewhart in the early

1920s. W. Edwards Deming later applied SPC methods in the United States

during World War II, thereby successfully improving quality in the manufacture

of munitions and other strategically important products. Deming was also

instrumental in introducing SPC methods to Japanese industry after the war had

ended.

Shewhart created the basis for the control chart and the concept of a state of

statistical control by carefully designed experiments. While Dr. Shewhart drew

from pure mathematical statistical theories, he understood that data from physical

processes seldom produces a "normal distribution curve" (a Gaussian distribution,

also commonly referred to as a "bell curve"). He discovered that observed

variation in manufacturing data did not always behave the same way as data in

nature (for example, Brownian motion of particles). Dr. Shewhart concluded that

while every process displays variation, some processes display controlled

variation that is natural to the process (common causes of variation), while others

display uncontrolled variation that is not present in the process causal system at

all times (special causes of variation).

In 1989, the Software Engineering Institute introduced the notion that SPC can be

usefully applied to non-manufacturing processes, such as software engineering

processes, in the Capability Maturity Model (CMM). This idea exists today within

the Level 4 and Level 5 practices of the Capability Maturity Model Integrated

(CMMI). This notion that SPC is a useful tool when applied to non-repetitive,

knowledge-intensive processes such as engineering processes has encountered

much skepticism, and remains controversial today

2.14 Benchmarking

Benchmarking is the process of comparing the cost, time or quality of what one

organization does against what another organization does. The result is often a

business case for making changes in order to make improvements.

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

59
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



Also referred to as "best practice benchmarking" or "process benchmarking", it is

a process used in management and particularly strategic management, in which

organizations evaluate various aspects of their processes in relation to best

practice, usually within their own sector. This then allows organizations to

develop plans on how to make improvements or adopt best practice, usually with

the aim of increasing some aspect of performance. Benchmarking may be a one-

off event, but is often treated as a continuous process in which organizations

continually seek to challenge their practices.

2.15 Popularity and benefits from benchmarking

In 2008,a comprehensive survey on benchmarking was commissioned by the

Global Benchmarking Network (a network of benchmarking centres representing

22 countries - and for which the founder of benchmarking, Dr Robert Camp, is the

honorary president). Over 450 organisations responded from over 40 countries.

The results showed that:

o Mission and Vision Statements and Customer (Client) Surveys are the

most used (by 77% of organisations) of 20 improvement tools, followed

by Strengths, Weaknesses, Opportunities, and Threats SWOT (72%), and

Informal Benchmarking (68%). Performance Benchmarking was used by

(49%) and Best Practice Benchmarking by (39%).

o The tools that are likely to increase in popularity the most over the next

three years are Performance Benchmarking, Informal Benchmarking,

SWOT, and Best Practice Benchmarking. Over 60% of organizations that

are not currently using these tools indicated they are likely to use them in

the next three years.

o When Best Practice Benchmarking is done well significant benefits are

obtained with 20% of projects resulting in benefits worth US$250,000.
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o The full report is free from BPIR.com who undertook the research on

behalf of the GBN.

In Section 4 of this course you will cover these topics:
Education And Training.

Customer Satisfaction

You may take as much time as you want to complete the topic coverd in section 4.
There is no time limit to finish any Section, However you must finish All Sections before

semester end date.

If you want to continue remaining courses later, you may save the course and leave.
You can continue later as per your convenience and this course will be avalible in your

area to save and continue later.

: Education And Training.

Topic Objective:

At the end of this topic student would be able to:

 Learn about training

Definition/Overview:

Some commentators use a similar term for workplace learning to improve performance: training

and development. One can generally categorize such training as on-the-job or off-the-job:
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On-the-job training takes place in a normal working situation, using the actual tools, equipment,

documents or materials that trainees will use when fully trained. On-the-job training has a

general reputation as most effective for vocational work. Off-the-job training takes place away

from normal work situations implying that the employee does not count as a directly productive

worker while such training takes place. Off-the-job training has the advantage that it allows

people to get away from work and concentrate more thoroughly on the training itself. This type

of training has proven more effective in inculcating concepts and ideas.

Training differs from exercise in that people may dabble in exercise as an occasional activity for

fun. Training has specific goals of improving one's capability, capacity, and performance.

Key Points:

1. Physical training

Physical training concentrates on mechanistic goals: training-programs in this area develop

specific skills or muscles, often with a view to peaking at a particular time. Some physical

training programs focus on raising overall physical fitness.

In military use, training means gaining the physical ability to perform and survive in combat, and

learning the many skills needed in a time of war. These include how to use a variety of weapons,

outdoor survival skills, and how to survive capture by the enemy, among others. See military

education and training.

For psychological or physiological reasons, people who believe it may be beneficial to them can

choose to practice relaxation training, or autogenic training, in an attempt to increase their ability

to relax or deal with stress. While some studies have indicated relaxation training is useful for

some medical conditions, autogenic training has limited results or has been the result of few

studies.
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1.1 Religion and spirituality

In religious and spiritual use, training may mean purifying mind, heart, understanding

and actions to obtain a variety of spiritual goals such as closeness to God or freedom

from suffering. Note for example the institutionalized spiritual training of Buddhism, the

Threefold Training, or discipleship in Christianity.

1.2 Artificial-intelligence feedback

Researchers have developed training-methods for artificial-intelligence devices as well.

Evolutionary algorithms, including genetic programming and other methods of machine

learning, use a system of feedback based on "fitness functions" to allow computer

programs to determine how well an entity performs a task. The methods construct a series

of programs, known as a population of programs, and then automatically test them for

"fitness", observing how well they perform the intended task. The system automatically

generates new programs based on members of the population that perform the best. These

new members replace programs that perform the worst. The procedure repeats until the

achievement of optimum performance. In robotics, such a system can continue to run in

real-time after initial training, allowing robots to adapt to new situations and to changes

in themselves, for example, due to wear or damage. Researchers have also developed

robots that can appear to mimic simple human behavior as a starting point for training

: Customer Satisfaction

Topic Objective:

At the end of this topic student would be able to:

 Learn about Customer Satisfaction

 Learn about Measuring Customer Satisfaction

 Learn about Methodologies
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Definition/Overview:

Customer satisfaction, a business term, is a measure of how products and services supplied by a

company meet or surpass customer expectation. It is seen as a key performance indicator within

business and is part of the four perspectives of a Balanced Scorecard.

In a competitive marketplace where businesses compete for customers, customer satisfaction is

seen as a key differentiator and increasingly has become a key element of business strategy.

There is a substantial body of empirical literature that establishes the benefits of customer

satisfaction for firms.

Key Points:

1.0 Measuring customer satisfaction

Organizations are increasingly interested in retaining existing customers while targeting non-

customers; measuring customer satisfaction provides an indication of how successful the

organization is at providing products and/or services to the marketplace.

Customer satisfaction is an ambiguous and abstract concept and the actual manifestation of the

state of satisfaction will vary from person to person and product/service to product/service. The

state of satisfaction depends on a number of both psychological and physical variables which

correlate with satisfaction behaviors such as return and recommend rate. The level of satisfaction

can also vary depending on other options the customer may have and other products against

which the customer can compare the organization's products.

Because satisfaction is basically a psychological state, care should be taken in the effort of

quantitative measurement, although a large quantity of research in this area has recently been
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developed. Work done by Berry, Brodeur between 1990 and 1998 defined ten 'Quality Values'

which influence satisfaction behavior, further expanded by Berry in 2002 and known as the ten

domains of satisfaction. These ten domains of satisfaction include: Quality, Value, Timeliness,

Efficiency, Ease of Access, Environment, Inter-departmental Teamwork, Front line Service

Behaviors, Commitment to the Customer and Innovation. These factors are emphasized for

continuous improvement and organizational change measurement and are most often utilized to

develop the architecture for satisfaction measurement as an integrated model. Work done by

Parasuraman, Zeithaml and Berry between 1985 and 1988 provides the basis for the

measurement of customer satisfaction with a service by using the gap between the customer's

expectation of performance and their perceived experience of performance. This provides the

measurer with a satisfaction "gap" which is objective and quantitative in nature. Work done by

Cronin and Taylor propose the "confirmation/disconfirmation" theory of combining the "gap"

described by Parasuraman, Zeithaml and Berry as two different measures (perception and

expectation of performance) into a single measurement of performance according to expectation.

According to Garbrand, customer satisfaction equals perception of performance divided by

expectation of performance.

The usual measures of customer satisfaction involve a survey with a set of statements using a

Likert Technique or scale. The customer is asked to evaluate each statement and in term of their

perception and expectation of performance of the organization being measured.

1.1 Methodologies

The University of Michigan's American Customer Satisfaction Index (ACSI) is the

scientific standard of customer satisfaction. Academic research has shown that the

national ACSI score is a strong predictor of Gross Domestic Product (GDP) growth, and

an even stronger predictor of Personal Consumption Expenditure (PCE) growth. On the

microeconomic level, research has shown that ACSI data predicts stock market

performance, both for market indices and for individually traded companies. Increasing

ACSI scores has been shown to predict loyalty, word-of-mouth recommendations, and

purchase behavior. The ACSI measures customer satisfaction annually for more than 200
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companies in 43 industries and 10 economic sectors. In addition to quarterly reports, the

ACSI methodology can be applied to private sector companies and government agencies

in order to improve loyalty and purchase intent. Two companies have been licensed to

apply the methodology of the ACSI for both the private and public sector: CFI Group,

Inc.applies the methodology of the ACSI offline, and Foresee Results applies the ACSI to

websites and other online initiatives.

The Net PromoterR score is a management tool that can be used to gauge the loyalty of a

firm's customer relationships. It serves as an alternative to traditional customer

satisfaction research. Companies obtain their Net Promoter Score by asking customers a

single question (usually, "How likely is it that you would recommend us to a friend or

colleague?"). Based on their responses, customers can be categorized into one of three

groups: Promoters, Passives, and Detractors. In the net promoter framework, Promoters

are viewed as valuable assets that drive profitable growth because of their

repeat/increased purchases, longevity and referrals, while Detractors are seen as liabilities

that destroy profitable growth because of their complaints, reduced purchases/defection

and negative word-of-mouth. Companies calculate their Net Promoter Score by

subtracting their % Detractors from their % Promoters.

The Kano model is a theory of product development and customer satisfaction developed

in the 1980's by Professor Noriaki Kano that classifies customer preferences into five

categories: Attractive, One-Dimensional, Must-Be, Indifferent, Reverse. The Kano model

offers some insight into the product attributes which are perceived to be important to

customers. Kano also produced a methodology for mapping consumer responses to

questionnaires onto his model.

SERVQUAL or RATER is a service-quality framework that has been incorporated into

customer-satisfaction surveys (e.g., the revised Norwegian Customer Satisfaction

Barometer) to indicate the gap between customer expectations and experience.

J.D. Power and Associates is another measure of customer satisfaction, known for its top-

box approach and automotive industry rankings. J.D. Power and Associates' marketing
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research consists primarily of consumer surveys and is publicly known for the value of its

product awards.

Other research and consulting firms have customer satisfaction solutions as well. These

include A.T. Kearney's Customer Satisfaction Audit process, which incorporates the

Stages of Excellence framework and which helps define a companys status against eight

critically identified dimensions

In Section 5 of this course you will cover these topics:
The Total Quality Approach To Quality Management

The Total Quality Approach To Quality Management

You may take as much time as you want to complete the topic coverd in section 5.
There is no time limit to finish any Section, However you must finish All Sections before

semester end date.

If you want to continue remaining courses later, you may save the course and leave.
You can continue later as per your convenience and this course will be avalible in your

area to save and continue later.

: The Total Quality Approach To Quality Management

Topic Objective:

At the end of this topic student would be able to:

 Learn about project manager

 Learn about Process Approach

 Learn about key Skills of Project Managers

 Learn about Project Management Fundamentals

 Learn about Leadership Skills
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 Learn about qualities of Successful Project Managers

Definition/Overview:

Benchmarking is the process of comparing the cost, time or quality of what one organization

does against what another organization does. The result is often a business case for making

changes in order to make improvements.

Also referred to as "best practice benchmarking" or "process benchmarking", it is a process used

in management and particularly strategic management, in which organizations evaluate various

aspects of their processes in relation to best practice, usually within their own sector. This then

allows organizations to develop plans on how to make improvements or adopt best practice,

usually with the aim of increasing some aspect of performance. Benchmarking may be a one-off

event, but is often treated as a continuous process in which organizations continually seek to

challenge their practices.

Key Points:

1 Popularity and benefits from benchmarking

In 2008 a comprehensive survey on benchmarking was commissioned by the Global

Benchmarking Network (a network of benchmarking centres representing 22 countries - and for

which the founder of benchmarking, Dr Robert Camp, is the honorary president). Over 450

organisations responded from over 40 countries. The results showed that:

 Mission and Vision Statements and Customer (Client) Surveys are the most used (by

77% of organisations) of 20 improvement tools, followed by Strengths, Weaknesses,

Opportunities, and Threats SWOT (72%), and Informal Benchmarking (68%). Performance

Benchmarking was used by (49%) and Best Practice Benchmarking by (39%).
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 The tools that are likely to increase in popularity the most over the next three years are

Performance Benchmarking, Informal Benchmarking, SWOT, and Best Practice Benchmarking.

Over 60% of organizations that are not currently using these tools indicated they are likely to use

them in the next three years.

 When Best Practice Benchmarking is done well significant benefits are obtained with

20% of projects resulting in benefits worth US$250,000.

 The full report is free from BPIR.com who undertook the research on behalf of the GBN.

1.1 Collaborative benchmarking

Benchmarking, originally invented as a formal process by Rank Xerox, is usually carried out

by individual companies. Sometimes it may be carried out collaboratively by groups of

companies (eg subsidiaries of a multinational in different countries). One example is that of

the Dutch municipally-owned water supply companies, which have carried out a voluntary

collaborative benchmarking process since 1997 through their industry association. Another

example is the UK construction industry which has carried out benchmarking since the late

1990's again through its industry association and with financial support from the UK

Government

1.2 Procedure

There is no single benchmarking process that has been universally adopted. The wide appeal

and acceptance of benchmarking has led to various benchmarking methodologies emerging.

The most prominent methodology is the 12 stage methodology by Robert Camp (who wrote

the first book on benchmarking in 1989)

The 12 stage methodology consisted of 1. Select subject ahead 2. Define the process 3.

Identify potential partners 4. Identify data sources 5. Collect data and select partners 6.

Determine the gap 7. Establish process differences 8. Target future performance 9.

Communicate 10. Adjust goal 11. Implement 12. Review/recalibrate.

The following is an example of a typical shorter version of the methodology:
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Identify your problem areas - Because benchmarking can be applied to any business process

or function, a range of research techniques may be required. They include: informal

conversations with customers, employees, or suppliers; exploratory research techniques such

as focus groups; or in-depth marketing research, quantitative research, surveys,

questionnaires, re-engineering analysis, process mapping, quality control variance reports, or

financial ratio analysis. Before embarking on comparison with other organizations it is

essential that you know your own organization's function, processes; base lining performance

provides a point against which improvement effort can be measured.

o Identify other industries that have similar processes - For instance if one were interested

in improving hand offs in addiction treatment he/she would try to identify other fields that also

have hand off challenges. These could include air traffic control, cell phone switching between

towers, transfer of patients from surgery to recovery rooms.

o Identify organizations that are leaders in these areas - Look for the very best in any

industry and in any country. Consult customers, suppliers, financial analysts, trade associations,

and magazines to determine which companies are worthy of study.

o Survey companies for measures and practices - Companies target specific business

processes using detailed surveys of measures and practices used to identify business process

alternatives and leading companies. Surveys are typically masked to protect confidential data by

neutral associations and consultants.

o Visit the "best practice" companies to identify leading edge practices - Companies

typically agree to mutually exchange information beneficial to all parties in a benchmarking

group and share the results within the group.

o Implement new and improved business practices - Take the leading edge practices and

develop implementation plans which include identification of specific opportunities, funding the

project and selling the ideas to the organization for the purpose of gaining demonstrated value

from the process.

1.3 Cost of benchmarking

Benchmarking is a moderately expensive process, but most organizations find that it more than

pays for itself. The three main types of costs are:
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o Visit Costs - This includes hotel rooms, travel costs, meals, a token gift, and lost labor

time.

o Time Costs - Members of the benchmarking team will be investing time in researching

problems, finding exceptional companies to study, visits, and implementation. This will take

them away from their regular tasks for part of each day so additional staff might be required.

o Benchmarking Database Costs - Organizations that institutionalize benchmarking into

their daily procedures find it is useful to create and maintain a database of best practices and the

companies associated with each best practice now.

o The cost of benchmarking can substantially be reduced through utilizing the many

internet resources that have sprung up over the last few years. These aim to capture benchmarks

and best practices from organizations, business sectors and countries to make the benchmarking

process much quicker and cheaper.

1.4 Technical Benchmarking/Product Benchmarking

The technique initially used to compare existing corporate strategies with a view to achieving

the best possible performance in new situations has recently been extended to the comparison

of technical products. This process is usually referred to as "Technical Benchmarking" or

"Product Benchmarking". Its use is particularly well developed within the automotive

industry ("Automotive Benchmarking"), where it is vital to design products that match

precise user expectations, at minimum possible cost, by applying the best technologies

available worldwide. Many data are obtained by fully disassembling existing cars and their

systems. Such analyses were initially carried out in-house by car makers and their suppliers.

However, as they are expensive, they are increasingly outsourced to companies specialized in

this area. Indeed, outsourcing has enabled a drastic decrease in costs for each company (by

cost sharing) and the development of very efficient tools (standards, software).

Types of benchmarking

o Process benchmarking - the initiating firm focuses its observation and investigation of

business processes with a goal of identifying and observing the best practices from one or more
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benchmark firms. Activity analysis will be required where the objective is to benchmark cost and

efficiency; increasingly applied to back-office processes where outsourcing may be a

consideration.

o Financial benchmarking - performing a financial analysis and comparing the results in an

effort to assess your overall competitiveness.

o Performance benchmarking - allows the initiator firm to assess their competitive position

by comparing products and services with those of target firms.

o Product benchmarking - the process of designing new products or upgrades to current

ones. This process can sometimes involve reverse engineering which is taking apart competitors

products to find strengths and weaknesses.

o Strategic benchmarking - involves observing how others compete. This type is usually

not industry specific meaning it is best to look at other industries.

o Functional benchmarking - a company will focus its benchmarking on a single function

in order to improve the operation of that particular function. Complex functions such as Human

Resources, Finance and Accounting and Information and Communication Technology are

unlikely to be directly comparable in cost and efficiency terms and may need to be disaggregated

into processes to make valid comparison.

: The Total Quality Approach To Quality Management

Topic Objective:

At the end of this topic student would be able to:

 Learn about Quality function deployment

 Learn about Areas of application

 Learn about key History
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Definition/Overview:

Quality function deployment (QFD) is a method to transform user demands into design quality,

to deploy the functions forming quality, and to deploy methods for achieving the design quality

into subsystems and component parts, and ultimately to specific elements of the manufacturing

process. , as described by Dr. Yoji Akao, who originally developed QFD in Japan in 1966, when

the author combined his work in quality assurance and quality control points with function

deployment used in Value Engineering.

QFD is designed to help planners focus on characteristics of a new or existing product or service

from the viewpoints of market segments, company, or technology-development needs. The

technique yields graphs and matrices.

QFD helps transform customer needs (the voice of the customer [VOC]) into engineering

characteristics (and appropriate test methods) for a product or service, prioritizing each product

or service characteristic while simultaneously setting development targets for product or service.

Key Points:

1. Areas of application

QFD is applied in a wide variety of services, consumer products, military needs (such as the F-35

Joint Strike Fighter), and emerging technology products. The technique is also used to identify

and document competitive marketing strategies and tactics QFD House of Quality for Enterprise

Product Development, at right). QFD is considered a key practice of Design for Six Sigma

(DFSS - as seen in the referenced roadmap). It is also implicated in the new ISO 9000:2000

standard which focuses on customer satisfaction.

Results of QFD have been applied in Japan and elsewhere into deploying the high-impact

controllable factors in Strategic planning and Strategic management (also known as Hoshin

Kanri, Hoshin Planning, or Policy Deployment).

Acquiring market needs by listening to the Voice of Customer (VOC), sorting the needs, and

numerically prioritizing them (using techniques such as the Analytic Hierarchy Process) are the
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early tasks in QFD. Traditionally, going to the Gemba (the "real place" where value is created for

the customer) is where these customer needs are evidenced and compiled.

While many books and articles on "how to do QFD" are available, there is a relative paucity of

example matrices available. QFD matrices become highly proprietary due to the high density of

product or service information found therein.

Notable U.S. companies using QFD techniques include the U.S. automobile manufacturers (GM,

Ford, Daimler Chrysler) and their suppliers, IBM, Raytheon,General Electric,Boeing, Lockheed

Martin,Eaton Corporation and many others.

1.1 History

While originally developed for manufacturing industries, interest in the use of QFD-

based ideas in software development commenced with work by R. J. Thackeray and G.

Van Treeck, for example in Object-oriented programming and use case driven software

development.

Since its early use in the United States, QFD met with initial enthusiasm then

plummeting popularity when it was discovered that much time could be wasted if poor

group decision making techniques were employed. Organizational/corporate culture has

an effect on the ability to change organizational human processes and on the

sustainability of the changes. In particular, in organizations exhibiting strong cultural

norms and rich sets of tacit assumptions that prevent objective discussion of historical

courses of action, QFD may be resisted due to its ability to expose tacit assumptions and

unspoken rules. It has been suggested that a learning organization can more easily

overcome these issues due to the more transparent nature of the organizational culture

and to the readiness of the membership to discuss relevant cultural norms.
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1.2 Techniques and tools based on QFD

House of Quality appeared in 1972 in the design of an oil tanker by Mitsubishi Heavy

Industries. Akao has reiterated numerous times that a House of Quality is not QFD, it is

just an example of one tool.

A Flash tutorial exists showing the build process of the traditional QFD "House of

Quality" (HOQ). (Although this example may violate QFD principles, the basic sequence

of HOQ building are illustrative.) There are also free QFD templates available that walk

users through the process of creating a House of Quality.

Other tools extend the analysis beyond quality to cost, technology, reliability, function,

parts, technology, manufacturing, and service deployments.

In addition, the same technique can extend the method into the constituent product

subsystems, configuration items, assemblies, and parts. From these detail level

components, fabrication and assembly process QFD charts can be developed to support

statistical process control techniques.

1.3 Pugh concept selection

Pugh Concept Selection can be used in coordination with QFD to select a promising

product or service configuration from among listed alternatives.

Modular Function Deployment uses QFD to establish customer requirements and to

identify important design requirements with a special emphasis on modularity.

The QFD-associated "Hoshin Kanri" process somewhat resembles Management by

objectives (MBO), but adds a significant element in the goal setting process, called

"catchball". Use of these Hoshin techniques by U.S. companies such as Hewlett Packard

have been successful in focusing and aligning company resources to follow stated

strategic goals throughout an organizational hierarchy.

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

75
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



Since the early introduction of QFD, the technique has been developed to shorten the

time span and reduce the required group efforts (such as Richard Zultner's Blitz QFD).
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