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Supply Chain Management: This section targets Supply Chain Analysts and focuses on managing supplier
relationships, procurement processes, and logistics strategies. It emphasizes collaboration across the supply|
chain to ensure quality outcomes. A critical skill assessed is evaluating supplier performance for alignment
with organizational goals.

FE2

Training and Development: This section measures the skills of Training Coordinators in designing and
implementing effective training programs that align with organizational needs. It includes assessing enployee
competencies and ensuring professional development supports quality initiatives. A key skill measured is
creating training plans that enhance workforce capabilities.

FE3

Risk Management: This section measures the skills of Risk Analysts in identifying, assessing, and mitigating
risks across various organizational processes. It includes developing contingency plans to address potential
disruptions effectively. A key skill measured is implementing risk management protocols to ensure

operational continuity.

FE 4

Continuous Improvement: This section targets Continuous Improvement Specialists and focuses on
methodologies such as Lean, Six Signma, and Kaizen to drive process improvements. It emphasizes
fostering a culture of continuous improvement within the organization. A critical skill assessed is applying
improvement methodologies to optimize processes.
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¢ Quality Management Tools: This section focuses on Process Improvement Specialists and covers quality

tools such as process mapping, root cause analysis, and statistical methods. It emphasizes selecting
FRES appropriate tools to monitor performance and improve processes. A significant skill assessed is applying
quality tools to solve organizational problems.

¢ Strategic Plan Development and Deployment: This section targets Strategic Planners and evaluates the

development and deployment of strategic plans. It includes analyzing market forces, stakeholder needs,
FEO6 and internal capabilities while aligning resources with strategic objectives. A critical skill assessed is
evaluating tactical plans for alignment with strategic goals.

¢ Customer-Focused Organizations: This section measures the skills of Customer Experience Managers in

understanding customer needs and expectations to improve satisfaction. It includes building relationships
FE7 with customers and suppliers and using feedback to drive improvements. A key skill measured is analyzing
customer feedback for actionable insights.

e Management Elements and Methods: This section measures the skills of Operations Managers in applying

management principles, financial tools, and risk management methods to support quality systens. It also
FE 8 emphasizes knowledge management and commumication skills to enhance organizational performance. A
key skill measured is using financial tools to evaluate project feasibility.

¢ Measurement: Assessment and Metrics: This section focuses on Data Analysts and covers developing

metrics to assess organizational performance against strategic objectives. It emphasizes using data-driven
FE9 nsights for decision-making and continuous improvement. A significant skill assessed is designing
performance measurement systens aligned with quality goals.
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Which of'the following steps must be taken to create a successful on-the-job training program?

A. Selling performance objectives

B. Developing lesson plans

C. Pre-testing the participants

D. Identifying appropriate training facilities
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The best way to reduce variation in products froma supplier is to

A. develop a training plan that will improve incoming inspection results
B. help the supplier develop quality control processes

C. audit the supplier regularly and follow up on corrective action plans
D. perform 100% incoming inspection

£%: B
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Reducing variation in products froma supplier is crucial for maintaining consistent quality. While all the options listed can contribute
to quality improvement, the most effective approach is to collaborate with the supplier to develop robust quality control processes.
Here's why:

* Performmng 100% Incoming Inspection (Option A):

* Inspecting every product upon arrival is resource-intensive and time-consuming,

* It does not address the root cause of variation or prevent defects from occurring.

* It focuses on detection rather than prevention.

* Developing a Training Plan (Option B):

* Training can enhance skills and awareness, but it alone may not significantly reduce variation.

* Training is essential, but it should complement other quality improvement efforts.

* Auditing the Supplier (Option C):

* Regular audits help monitor compliance and identify issues.

* However, audits alone do not directly reduce variation in products.

* Corrective action plans are reactive and may not prevent future variation.

* Helping the Supplier Develop Quality Control Processes (Option D):

* Collaborating with the supplier to establish effective quality control processes is proactive.

* It involves preventive measures, continuous improvement, and addressing root causes.

* Developing robust processes ensures consistent quality and reduces variation.

In summary, working closely with suppliers to implement quality control processes is the most effective way to reduce variation and
enhance product qualityl. By doing so, both parties can achieve better outcomes and build a stronger partnership.

: 1: ASQ Certified Manager of Quality/Organizational Excellence Handbook, Fifth Edition
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In the Kano model, which of the following best defines an exciter attribute?

A. These are unexpected but if offered, uener.ne "delight" and surprise the customer
B. Satisfaction increases linearly as these attributes arc more fully delivered

C. These are articulated needs, what customers will say they need.

D. These attributes can be rated as "important" but they are expected.
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In the Kano model, exciter attributes, also known as delighters or exciters, are features that exceed customer expectations and
provide a sense of delight and surprise when presentl. They are not expected by the customer and their absence does not cause
dissatisfaction, but their presence can significantly enhance customer satisfaction and can even influence the customer's decision to
make a purchasel.

: 1: ASQ - Kano Model

R #79
A process capability study is designed to show the

A. capacity of a process

B. range of variation in process

C. cause of special effects in a process
D. potential for errors in a process

Z%: B
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Process capability is a statistical measure of the inherent process variability of a given characteristic. It assesses how well a process
can consistently produce outputs within specifications. In a process capability study, we analyze the range of variation in the process
to determine its ability to meet customer requirements or engineering tolerances. By understanding this variation, we can identify
whether the process is capable of producing products that meet quality standards and expectations. The study does not specifically
address the potential for errors, capacity, or the cause of special effects in the process12.

: 1: What is Process Capability? Capability Estimates & Studies | ASQ 2: Process capability - Wikipedia
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A project improvement team has identified several key issues but disagrees over the importance of certain issues. If project

resources are limited and the key issues are similar, which of the following tools will help resolve the disagreement?

e A. A cause and effect diagram
¢ B. An affinity diagram

¢ (. A prioritization matrix

¢ D. An nterrelationship digraph
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Detailed Explanation: A prioritization matrix is a decision-making tool that helps teans evaluate and prioritize issues based on
predefined criteria, making it ideal for resolving disagreements over importance.

This approach enables limited resources to be allocated to the most critical issues. According to the BoK, prioritization matrices are
valuable in quality management for focusing efforts on high-impact improvements, especially when resources are constrained.

78 #81
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