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HEE #153
A company can maximize its return froma cost of quality program by investing more money in which of the following categories?

A. Prevention

B. External failure
C. Appraisal

D. Internal failure

HE: A

CEF

The Cost of Quality (COQ) framework helps organizations understand how their resources are allocated across different quality-
related activities. Here are the key categories within COQ:

* Prevention Costs: These costs are incurred to prevent defects from occurring in the first place. Investing in prevention activities
reduces the likelihood of quality issues. Examples include:

* Training programs

* Process improvement initiatives
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* Design reviews

* Supplier quality management

* Appraisal Costs: These costs are associated with measuring and monitoring quality. They ensure that products or services conform
to specifications. Examples include:

* Quality audits

* Vertfication of incoming materials

* Supplier evaluations

* Internal Failure Costs: These costs occur when defects are detected before the customer receives the product or service. Investing
in reducing internal failures is crucial. Examples include:

* Rework or rectification

* Scrap

* Failure analysis

* External Failure Costs: These costs arise when defects are discovered by customers after they have received the product or
service. External failures can damage reputation and lead to customer dissatisfaction. Examples include:

* Repairs and servicing of returned products

* Warranty claims

* Product recalls

To maximize return, organizations should focus on prevention because it directly reduces the occurrence of defects, leading to long-
term cost savings. By preventing issues upfront, companies avoid the more expensive internal and external failure costs1.

: 1: ASQ: What is Cost of Quality (COQ)?

HE #154
A small chain of five retail stores has just completed its nitial strategic planming and wishes to determine the effectiveness ofits plans
for the first year. They should track and measure:

A. Organization goals.

B. Attainment of the strategic objectives.

C. Frequency of application of the quality policy.
D. Results from action plans.

He. B

R #155
According to Juran, the one element that is present in all corporate successes and absent in most failures is?

A. top management involvement

B. a reward and recognition program
C. positive market conditions

D. properly trained quality staff

e A

dE:

According to Juran's philosophy on quality management, the critical element present in all corporate successes and absent in most
failures is top management nvolvement. Juran emphasized that for quality mitiatives to be successflll, there must be a genuine
commitment from top-level management. Without this commitment, efforts towards quality improvement are likely to be meffective.
The Juran Trilogy, which includes quality planning, quality control, and quality improvement, advocates for a company-wide
dedication to quality, driven by a top-down approach where leadership plays a pivotal role in managing for quality excellence.
References:

* The Management Theory of Joseph Juranl

* The Juran Excellence Model2

* Joseph Juran: Founder of many of the key quality management prograns3

EE #156
A team will often fail under which of the following circunmstances?

e A The team leader is the most active participant.



¢ B. Teammembers follow established procedures for making decisions.
e (. The teamuses the scientific approach to solve problemns.
e D. Team member roles are clearly defined.

HE: D

AE #157
A cross-functional team has made improvements on a process and the points on an R chart for that process are now consistent and
close to the centerline. Which of the following steps would be appropriate for the team to take next?

A. Reward the process operators

B. Revise the control limits on the process

C. Test the new process in another, similar area
D. Look for special causes in the process

HE: D

HE:

Let's break down the options:

* Test the new process in another, similar area: While testing the process in another area may be valuable, it is not the immediate
next step. First, the team needs to ensure that the current process is stable and free from special causes before replicating it
elsewhere.

* Reward the process operators: While recognizing and rewarding process operators is important for motivation and morale, it is not
directly related to addressing process stability or identifying special causes.

* Revise the control limits on the process: Control limits are established based on historical data and process stability. If the process
is stable and the points on the R chart are consistent, there is no need to revise the control limits at this stage.

* Look for special causes in the process: This is the correct next step. Even though the process appears stable, the team should
vestigate any unusual occurrences or patterns (special causes) that might impact the process. Identifying and addressing special
causes ensures ongoing process improvemnent.

Therefore, the team should focus on identifying any special causes that could affect the process performance.

References: 1: The ASQ Certified Manager of Quality/Organizational Excellence Handbook, Fifth Editionl.
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